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To:  Wilson  Haddow,  INPUT 

FAX:  415-961-3966 

From:  Terri  Mirka,  NCR 

Fax:  910-712-8159     Phone:  910-712-8177 

Date:  August  12, 1996 

Here's  a  few  more  notes  on  the  guarantee  for  you  (NCR-Confidential  infoimation), 

High  Avaibbihty  System  Guarantee  -  As  part  of  the  HATP  (High  Availabiht>  Ttansaction 
Processing),  NCR  will  oflfcr  an  optional  guarantee  of  the  design,  installation,  and  support  of 
products  and  services  to  provide  specific  and  measurable  levels  of  system  availability  for 
Integrated  Package  Offers  and  Customer-Defined  Offers.  NCR  will  provide  additional  equipment 
and/or  services  when  system  availabihiy  falls  below  the  guaranteed  levels. 

For  those  customers  desiring  the  guarantee,  attaining  the  required  availabilitv"  level  will  be  a  shared 
responsibility  between  NCR  and  the  customer.  Contracts  will  define  the  specific  tenns  and  define 
boundaries  for  sales  and  services  organization.  The  details  of  the  guarantee  program  arc  currently 
being  developed  by  the  service  and  product  organizations,  with  the  guidance  of  the  legal 
department. 

To  the  end-user,  availability  is  defined  at  the  application  level.  Is  NCR  making  any 
guarantees  at  the  application  level?  If  not,  why?  No  Applications  are  usually  customized  by 
either  the  customer  or  third  parties.  Since  NCR  has  no  control  over  the  customization  of  the 
application,  an  application  guarantee  would  not  make  good  business  sense,  (Note:  This  is  a 
position  we  have  validated  with  analysts  and  our  customers). 

What  is  a  HATP  Integrated  Package  Offer?  bi  the  near  future,  NCR  will  be  introducing 
standard  HATP  configurations  that  are  desij^ed  and  integrated  to  provide  guaranteed  levels  of 
system  availability  as  wx:ll  as  optimized  apphcation  specific  performance.  These  offers  will  be 
engineered  for  specific  levels  of  availabihty  and  released  for  sale  like  other  NCR  products  and 
services.  The  first  of  the  standard  offers  (based  on  Informix  and  PeoplcSoft)  is  planned  for  3Q96. 

How  will  availability  be  guaranteed  on  Professional  Services  designed  HATP  systems?  For 

situations  when  NCR's  standard  offers  do  not  meet  customer  requirements,  NCR's  Professional 
Services  organization  will  provide  design,  implementation  and  support  services  that  are  customized 
to  the  customer's  needs.  The  level  of  availability  guaranteed  for  such  custom  HATP  systems  will 
be  determined  on  a  case-by-case  basis  depending  on  the  application's  requirements  and  system 
design. 

In  order  to  rank  NCR  versus  our  competitors,  we  need  to  understand  what  if  any  guarantee  the 
other  firms  are  ofienng,  If  there  is  a  guarantee,  we  need  to  understand  what  this  includes. 


August  26,  1996 


Terri  Mirka 
NCR 

8140  Whitmore  Cove  Lane 
Clemmons,  NC  27012 


Dear  Terri, 

Here  are  the  originals  of  the  fax  I  sent  earlier  today  plus  an  electronic  version  of  the  data. 
In  addition,  I  have  included  some  background  material  on  each  of  the  companies  so  that 
their  HATP  services  might  be  put  in  perspective. 

If  you  have  any  questions  then  do  not  hesitate  to  call  me.  I  will  be  working  in  the  office  or 
at  home  (408-996-9391)  all  week.  If  necessary,  leave  me  a  voice  mail  and  1  will  get  back  to 
you  within  a  couple  of  hours. 

Regards, 


Wilson  Haddow 
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HATP  Service  Offering  Comparison 


SERVICE 

NCR 

Digital 

HP 

IBM 

Sun 

HA  Assessment 

Y 

Y 

Y 

Y 

Y 

Operational  Assessment 

Y 

Y 

Y 

Y 

Y 

Network  Technology  Assessment 

Y 

Y 

Y 

Y 

Y 

Security  Assessment 

Y 

Y 

Y 

Y 

Y 

HA  Planning  and  Design 

Y 

Y 

Y 

Y 

Y 

Middleware  Planning  and  Design 

Y 

Y 

Y 

Y 

Y 

OS  Services 

Y 

Y 

Y 

Y 

UNIX 

Database  Services 

Y 

Y 

Y 

Y 

Y 

Network  Services 

Y 

Y 

Y 

Y 

Y 

Application  Services 

Y 

Y 

Y 

Y 

Limited 

HA  Implementation 

Y 

Y 

Y 

Y 

Y 

Integration  Services 

Y 

Y 

Y 

Y 

Y 

Installation  Services 

Y 

Y 

Y 

Y 

Y 

System  Assurance 

Y 

Y 

Y 

Y 

Y 

Enterprise  System  Support  -  Premium 

Y 

Y 

Y 

Y 

Y 

Business  Disaster  Recovery  Services 

Y 

Y 

Y 

Y 

Minimal 

Site  Audit 

Y 

Y 

Y 

Y 

Y 

Remote  Intranet  Management  Services 

Y 

Leader 

Leader 

Y 

Y 

Tuning  Services 

Y 

Y 

Y 

Y 

Y 

HA  Audit  and  Analysis 

Y 

Y 

Y 

Y 

Y 

Project  Management 

Y 

Y 

Y 

Y 

Y 

Customer  Education 

Y 

Y 

Unclear 

Y 

Y 
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Competitive  Positioning  Grid 


SERVICE 

NCR 

Digital 

HP 

IBM 

Sun 

Reference  Accounts 

Medium/Strong 

Medium/Strong 

Strong 

Strong 

Medium 

High  Availability  System  Guarantee 

Strong 

Medium 

Medium/Strong 

Medium/Strong 

Medium/Strong 

Portfolio  of  HATP  Services 

Medium/Strong 

Medium 

Strong 

Medium 

Medium 

Experienced  HATP  Professionals 

Medium/Strong 

Weak/Medium 

Medium/Strong 

Medium/Strong 

Medium 

Delivery  Capabilities 

Medium/Strong 

Weak/Medium 

Medium/Strong 

Strong 

Weak/Medium 

Overall  HATP  Expertise 

Medium/Strong 

Medium 

Medium/Strong 

Medium/Strong 

Weak/Medium 

Timely  Service  Delivery 

Medium/Strong 

Medium 

Medium/Strong 

Medium/Strong 

Medium 

Business  Linkage  in  Methodologies 

Medium/Strong 

Medium 

Medium/Strong 

Medium/Strong 

Weaic/Medium 

Knowledge  Transfer  to  the  customer 

Medium 

Medium 

Medium/Strong 

Medium 

Weak/Medium 

Comprehensive ,  flexible  methodologies 

Medium/Strong 

Medium 

Medium/Strong 

Medium/Strong 

Weak/Medium 

Competitive  Price 

Medium 

Medium/Strong 

Medium 

Medium 

Medium/Strong 

Industry  Knowledge  -  Communications 

Strong 

Medium/Strong 

Medium/Strong 

Medium/Strong 

Weak/Medium 
Clear  advantage 

Industry  Knowledge  -  Financial 

Strong 

Medium/Strong 

Strong 

Strong 

Medium/Strong 

Industry  Knowledge  -  Retail 

Strong 

Medium 

Medium 

Strong 

Medium/Strong 
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Competitive  Advantage  Relative  to  NCR 


SERVICE 

Digital 

HP 

IBM 

Sun 

Reference  Accounts 

Slight  Disadvantage 

Slight  Disadvantage 

High  Availability  System  Guarantee 

Slight  Advantage 

Portfolio  of  HATP  Services 

Slight  Advantage 

Slight  Disadvantage 

Slight  Advantage 

Slight  Advantage 

Experienced  HATP  Professionals 

Clear  advantage 

Slight  Advantage 

Delivery  Capabilities 

Clear  advantage 

Slight  Disadvantage 

Clear  advantage 

Overall  HATP  Expertise 

Slight  Advantage 

Clear  advantage 

Timely  Service  Delivery 

Slight  Advantage 

Slight  Advantage 

Business  Linkage  in  Methodologies 

Slight  Advantage 

Clear  advantage 

Knowledge  Transfer  to  the  customer 

Slight  Disadvantage 

Slight  Advantage 

Comprehensive ,  flexible  methodologies 

Slight  Advantage 

Clear  advantage 

Competitive  Price 

Industry  Knowledge  -  Communications 

Slight  Advantage 

Slight  Advantage 

Slight  Advantage 

Clear  advantage 

Industry  Knowledge  -  Financial 

Slight  Advantage 

Slight  Advantage 

Industry  Knowledge  -  Retail 

Slight  Advantage 

Slight  Advantage 

Slight  Advantage 

"Advantage"  means  that  NCR  has  an  advantage  over  the  competition  in  this  area. 


HATP  Service  Analysis 


NCR 


Notes: 

1 .  All  of  the  companies  offer  a  wide  range  of  services  but  NCR  differentiates  itself  in 
the  level  of  definition  that  is  provided.  Sun  is  the  only  company  to  provide  service 
descriptions  at  a  level  of  granularity  approaching  that  of  NCR. 

2.  High  Availability  System  Guarantee 

None  of  the  competitors  offers  a  "suite"  of  availability  guarantees.  They  all  offer  a 
form  of  system  (i.e.  hardware  reliability  and/or  service  response  time)  guarantees  and 
all  mentioned  that  they  have  some  customized  guarantees.  The  Sun  Platinum 
guarantee  was  mentioned  by  HP  as  being  strong  in  the  area  of  uptime. 

No-one  offers  guarantees  at  the  application  level. 

3.  Positioning  of  HATP  services  within  overall  portfolio: 

•  IBM  are  the  most  "extreme"  and  have  a  full  range  of  HATP  services  within 
Business  Continuity  group.  This  includes  assessment,  risk  identification, 
planning  and  design,  ongoing  monitoring  services,  and  implementation 

•  HP  uses  Professional  Services  for  assessment  but  also  have  specially  trained 
HATP  professionals  who  provide  formal  risk  audit.  HP  takes  a  more 
business-solution  view  than  others. 

4.  Digital  recently  sold  their  Business  Recovery  business  to  Sungard 

5.  IBM  focus  for  HATP  services  is  on  Business  recovery 

6.  HP  Focus  for  HATP  services  is  on  business  recovery 

7.  Sun  focus  is  on  individual  system-level  services 

8.  Inherent  HATP-expertise 

•  NCR  -  TOPEND 

•  IBM  -  CICS 

•  Digital/HP/Sun  -  No  equivalent  product.  However,  Bill  Coleman  (who 
headed  Sun  Professional  Services  when  first  formed)  has  recently  left  to  start 
up  BEA.  BEA  provides  transaction  management  software  (including 
TUXEDO  for  Sun  systems). 

9.  IBM,  HP  and  Sun  did  not  perceive  NCR  as  a  competitor  in  the  HATP  market. 
However,  they  all  saw  each  other  as  competitors. 


HATP  Service  Analysis 


NCR 


Recommendations 

1.  Consider  following  additional  service  areas: 

•  Internet-related  HATP  —  what  expertise  and  direction  can  NCR  demonstrate? 

•  Expanded  Business  Recovery/Continuity  Services 

•  Inter-company  system  availability  guarantees  (e.g.  in  the  area  of  electronic 
commerce  and  EDI)  which  cover  access  to  data  and  applications  with  a 
business  partner.  An  example  might  be  Walmart  and  Levi  Strauss  requiring  a 
guarantee  that  each  has  access  to  the  other's  data. 

•  Inclusion  of  services  delivered  via  business  partners  (Sun  deliver  many  of 
their  services  via  partners). 

2.  Current  services  are  defined  in  terms  of  time,  an  additional  range  of  services  should 
be  considered  in  terms  of  "range  of  applicability": 

•  "Time-based"  services  have  a  sequence  of 

Assessment         Planning/design  Implementation 
Monitoring/Management 

•  "Range  of  applicability-based"  services  might  be  defined  in  terms  of 

Platform  or  network  services 
Application  services 
Business  Process  services 
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Competitive  Assessment 

NCR  — Digital 

Offerings 
General 

Digital  has  yet  to  complete  the  implementation  of  the  latest  in  a  series  of 
reorganizations.  This  coupled  with  the  outflow  of  experienced  people  from 
Digital  over  the  last  2  years  makes  it  difficult  to  accurately  measure  the  intent  and 
ability  of  the  company  to  market  and  deliver  specific  services. 

Strengths 

NCR  has  a  more  clearly  defined  set  of  offerings.  The  Digital  HATP  offerings  are 
not  coordinated  across  the  3  arms  of  the  new  service  division  (Outsourcing, 
Systems  and  Network  Integration,  Multi-vendor  Customer  Services) 

Weaknesses 

Digital  has  a  good  name  in  the  market  regardless  of  the  changes  taking  place. 
General  Delivery  Capabilities 
General 

Digital  claim  that  10%  of  the  18,000  in  MCS  are  trained  in  HATP  —  I  expect  the 
actual  number  to  be  in  the  range  of  500-1000. 

Strengths 

NCR,  despite  having  its  own  reorganizations  in  the  recent  past,  does  not  appear  to 
have  lost  the  capability  nor  the  capacity  to  deliver 

Weaknesses 

Demonstrable  business  recovery  expertise  will  help  Digital. 

Conclusion 

NCR  is  as  competitive  as  Digital 

Digital  is  in  turmoil  and  this  will  take  time  to  be  resolved.  NCR  has  a  strong 
advantage  over  Digital  in  the  short  term  in  the  open  market  and  a  great  advantage 
within  the  NCR  base. 

NCR's  lack  of  Business  Recovery  services  will  help  Digital  even  though  Digital 
recently  sold  their  business  to  Sungard.  NCR  should  consider  forming  an  alliance 
with  a  Disaster  Recovery  service  provider  or  including  this  service  within  the 
NCR  portfolio. 
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Competitive  Assessment 

NCR  — HP 


Offerings 


General 

HP  have  a  series  of  service  offerings  that  is  well  integrated  with  the  rest  of  the 
business.  HP  has  been  very  successful  in  introducing  services  into  a  technology- 
focused  company  —  other  traditional  computer  companies  have  had  problems 
with  this  activity. 

Strengths 

HP  do  not  clearly  separate  HATP  services  from  other  services  except  in  the  area 
of  Business  Recovery  Services 

Weaknesses 

Lack  of  Business  Recovery  services 

General  Delivery  Capabilities 

General 

INPUT  estimates  up  to  500  specialists  around  the  world. 
Strengths 

HATP  services  are  available  but  are  not  a  focus  of  HP  attention. 


Weaknesses 

Methodology  in  place,  and  passed  to  customers,  to  ensure  that  all  necessary  data 
is  recorded  and  available  when  required.  This  facilitates  the  ongoing  monitoring 
and  management  of  availability.  HP  emphasizes  the  migration  of  knowledge  to 
the  customer  more  so  than  the  other  companies  reviewed. 

Conclusion 

NCR  is  less  competitive  than  HP. 

While  NCR  range  of  HATP  offerings  is  wider  than  the  defined  HP  offerings,  HP 
is  very  well  perceived  by  users  and  can  do  little  wrong  in  the  eyes  of  the  users. 
The  NCR  HATP  offerings  are,  in  theory,  competitive  but  HP  remains  more 
competitive  due  to  other  considerations.  HP  will  provide  the  strongest 
competition  to  NCR  in  the  market. 


HATP  Service  Analysis 


NCR 


Competitive  Assessment 

NCR  — IBM 

Offerings 
General 

IBM  has  the  largest  services  business  in  the  world.  This  enhances  the  company's 
credibility  to  deliver  HATP  services. 

Strengths 

IBM's  experience  is  mainly  in  mainframe  environment. 
NCR  has  a  more  clearly  defined  HATP  services  portfolio 

Weaknesses 

IBM  can  demonstrate  wide  experience  of  HATP  market 
General  Delivery  Capabilities 
General 

New  integration  of  IBM  services  into  Global  Services  organization  will  help 
coordination  and  delivery  of  services  such  as  those  associated  with  HATP. 

Strengths 

Weaknesses 

Number  of  experienced  HATP  staff 

IBM  often  do  assessment  as  part  of  the  pre-sales  effort  and  do  not  charge  for  this 
activity. 

Conclusion 

NCR  is  less  competitive  than  IBM. 

IBM  are  a  formidable  competitor  for  anyone  in  this  market.  NCR  further 
hindered  by  lack  of  strong  Business  Recovery  service  offering. 


HATP  Service  Analysis 
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Competitive  Assessment 

NCR  — Sun 

Offerings 
General 

Sun  is  "immature"  in  the  services  market.  Its  approach  is  to  offer  services  to 
support  the  product  instead  of  offering  services  with  a  "business  solution"  focus. 
They  have  been  considering  the  services  market  for  a  few  years  yet  have  made 
few  inroads  in  professional  services.  Sun  has  strong  experience  in  product 
support  services. 

Strengths 

NCR  has  wider  range  of  service  offerings 
Weaknesses 

The  history  of  UNIX  has  required  that  Sun  demonstrate  HATP-like  services  for 
the  last  10  years.  This  will  provide  a  strong  sales  argument  in  the  UNIX  market. 

General  Delivery  Capabilities 

General 

Approximately  1000  people  worldwide  with  HATP  knowledge 
Strengths 

NCR  can  offer  greater  depth  of  knowledge  on  other  vendors  equipment  and  with 
other  systems. 

Weaknesses 

Sun  is  perceived  to  have  strong  guarantees  with  regard  to  system  uptime. 

Conclusion 

NCR  is  more  competitive  than  Sun. 

Other  than  when  competing  in  a  Sun  account,  NCR  should  be  highly  competitive 
against  Sun  provided  that  the  purchasing  criteria  are  not  all  UNIX  product  based. 
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Date: 


Terri, 


INPUT 


1881  Landings  Drive,  Mountain  View,  CA  94043  (415)  528-6311 

Fax  (415)  961-3966 


FAX  TRANSMITTAL  FORM 


August  28, 1996 


To:  (Name)  Terri  Mirka 

Tel/Location:  910-712-8177 

Company:  NCR 

Fax  Number:  910-712-8159 

From:  Wilson  Haddow 
wh@input.com 

Subject:  HATP  Services  Analysis 


Confidential:  Y/N 
Urgent:  Y/N 


Page:  1  of  14 


The  attached  information  arrived  today  from  Digital  and  I  thought  you  may  want  it  as  backup. 

Regards, 

Wilson 


AVAILABILITY  REVIEW 


A  THOROUGH  ASSESSMENT  BASED  ON  YOUR  OPERATING  GOALS 

Availability  Review  provides  an  in-depth,   fully  customized  availability 
analysis  of  your  computing  environment. 

This  comprehensive  review  starts  with  a  look  at  your  operating  goals  to 
determine  uptime  requirements.   Detailed  interviews  and  sophisticated 
monitoring  techniques  are  used  to  assess  your  hardware,   software,  operations, 
physical  environment,   and  network. 

Skilled  in  the  advanced  tools  and  techniques  required  for  analyzing  today's 
complex  computing  solutions.   Digital  specialists  help  identify  potential  risks 
and  trouble  spots  that  can  prevent  you  from  attaining  the  availability  levels 
your  business  requires. 

More  than  a  checklist.   Availability  Review  forms  the  basis  for  detailed 
recommendations  to  better  manage  risk  and  increase  availability.   This  service 
is  also  the  foundation  for  Digital's  Availability  Partnership,   which  provides 
a  plan  for  continuous  improvement  of  your  business-critical  computing 
environment . 

BENEFITS 

o  Get  a  clear  picture  of  your  computing  environment's  availability 
o  Gain  a  full  understanding  of  your  operational  and  technical  risks 
o  Identify  areas  for  improvement 

o  Make  sound  implementation  decisions  based  on  detailed  recommendations  for 
improving  your  critical  application  environment 


COMPLETE  AND  FULLY  CUSTOMIZED  FOR  PROACTIVE  DECISION-MAKING 
o  In-depth  Analysis 

Through  interviews  and  on-site  technical  reviews,   specialists  assess 
your  application  availability  goals.   Information  is  collected  on  your 
computing  environment  in  order  to  assess  strengths  and  identify  areas 
requiring  improvement . 

o  Identification  of  Risk  Areas 

Specialists  determine  operational  and  technical  risks  to  give  you  a  clear 
understanding  of  the  factors  affecting  reliability. 
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o  Recommendations 


You  receive  specific,   detailed  recommendations  that  address  all  facets 
of  your  operation  --  including  equipment,   service,   and  personnel 
issues.  Recommendations  can  range  from  documenting  recovery  procedures  to 
supplementing  support  staffs  to  improving  environmental  conditions. 

o  Cost  Factors 

Costs  associated  with  recommendation  are  specified,  enabling 

you  to  make  sound  decisions  based  on  a  thorough  cost/benefit  analysis. 

o  Availability  Report 

The  detailed  assessment  as  well  as  all  recommendations  and  associated  costs 
are  included  in  a  comprehensive  report.  Delivered  at  the  completion  of  the 
review,   this  document  enables  you  to  determine  appropriate  follow-on 
activities . 

o  Flexibility 

You  can  have  the  review  performed  on  a  one-time  or  as-needed  basis  --  or  at 
regularly  scheduled  intervals  for  periodic  checks  against  your  availability 
goals . 

o  Global  Capability 

Consistent  review  of  your  geographically  dispersed  offices  ensures  that 
availability  goals  can  be  met  all  across  your  enterprise. 


AVAILABILITY  PARTNERSHIP  FOR  ON-GOING  IMPROVEMENT 

Availability  Review  is  a  prerequisite  for  Digital's  Availability  Partnership 
Service,  which  provides  an  on-going  program  of  continuous  improvement  to  meet 
your  availability  goals. 

Under  the  Availability  Partnership  Service,   Digital  works  closely  with  you 
to  develop  and  implement  a  plan  that  specifies  measurable  results  and 
delineates  steps  for  attaining  —  and  sustaining  --  them. 


MULTIVENDOR  CUSTOMER  SERVICES  FROM  DIGITAL 

Availability  Review  is  one  of  a  comprehensive  suite  of  multivendor  services 
you  can  draw  on  when  you  choose  Digital  as  your  service  provider. 

For  more  information,  contact  your  local  Digital  Multivendor  Customer  Services 
Sales  Specialist. 


Digital  believes  the  information  in  this  publication  is  accurate  as  of  its 
publication  date;   such  information  is  subject  to  change  without 
notice.   Digital  is  not  responsible  for  any  errors. 


Digital  conducts  its  business  in  a  manner  that  conserves  the  environment. 
The  Digital  logo  is  a  trademark  of  Digital  Equipment  Corporation. 
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AVAILABILITY  PARTNERSHIP 


A  COMPREHENSIVE  STRATEGY  FOR  HIGH  AVAILABILITY 

An  on-going  service  for  enhancing  the  availability  of  your  computer 
operations,  Availability  Partnership  helps  you  better  manage  both  risk 
and  change . 

As  your  "service  partner, "  Digital  is  fully  committed  to  improving  the 
availability  of  your  key  business  applications.   Experienced  engineers  develop 
a  plan  for  continuous  improvement  that  specifies  measurable  results  and 
delineates  steps  for  attaining  them. 

Digital  works  closely  with  you  to  correct  potential  problems  before 
they  affect  your  productivity        and  to  monitor  and  assess  change  that 
can  impact  the  reliability  of  your  computing  systems. 

Availability  Partnership  helps  you  attain  the  high  application 
availability  you  need        even  if  your  needs  change. 

BENEFITS 

o  Continuously  improve  the  availability  of  your  key  business  applications  for 
increased  productivity 

o  Optimize  your  technology  infrastructure  through  increased  application 
availability 

o  Support  your  system  uptime  and  contingency  planning  requirements 
o  Enhance  end-user  satisfaction  by  reducing  downtime 

o  Stay  informed  on  how  well  your  computing  solutions  are  supporting  your 
computing  goals  and  strategic  business  requirements 

o  Maximize  your  return  on  investment  and  return  on  assets 


AN  INTEGRATED  APPROACH  TO  IMPROVING  AVAILABILITY 
o  Continuous  Personal  Attention 

On-site  service  engineers  work  closely  with  you  to  understand  your  operational 
goals  and  requirements  for  implementing  a  continuous  improvement  plan.  This 
highly  personalized  service  addresses  all  areas  affecting  availability. 


o  Configuration  Analysis 

Configuration  reports  and  topology  maps  give  you  a  complete  look  at  the 
physical  interworkings  of  your  current  environment  to  help  determine  if 
improvements  are  needed. 

o  Proactive  Problem  Avoidance 

Through  monitoring  and  analysis,   consultants  assess  problem  prevention 
opportunities  for  your  environment. 

o  Contingency  Planning 

With  a  contingency  plan  in  place,  your  computing  operations  can  be  restored 
quickly  and  efficiently  in  the  event  of  failure. 

o  Service  Planning 

Highly  skilled  consultants  help  you  plan  and  schedule  all  services  for  your 
multivendor  equipment  --  based  on  operational  history  or  recommended 
service  intervals  --  to  help  avoid  downtime. 

o  Change  Management 

Digital  monitors  your  computing  environment  to  assess  the  impact  of 
change  --  including  operational  changes,   new  applications,   and  expanded 
user  population.   Service  engineers  can  even  model  availability  impact  and 
recommend  appropriate  actions  to  maintain  the  level  of  availability  your 
organization  requires. 

o  Availability  Reporting 

Your  system  availability  is  measured  and  reported  on  an  agreed-upon  schedule. 


AVAILABILITY  REVIEW 

A  prerequisite  for  Availability  Partnership  and  the  basis  for  follow-on 
recommendations.   Digital's  Availability  Review  provides  an  in-depth  analysis 
of  your  computing  environment  and  availability  goals. 

Digital  consultants  assess  risk  factors  across  your  computing  environment, 
including  hardware,   software,   operations,   physical  environment,   and  the 
network . 

Availability  Review  is  offered  separately  or  as  an  integral  component  of 
Availability  Partnership. 

Availability  Partnership  is  one  of  a  comprehensive  suite  of  multivendor 
services  you  can  draw  on  when  you  choose  Digital  as  your  service  provider. 

For  more  information,  contact  your  local  Digital  Multivendor  Customer  Services 
Sales  Specialist. 


Digital  believes  the  information  in  this  publication  is  accurate  as  of  it 
publication  date;   such  information  is  subject  to  change  without  notice. 
Digital  is  not  responsible  for  any  errors. 

Digital  conducts  its  business  in  a  manner  that  conserves  the  environment. 


The  Digital  logo  is  a  trademark  of  Digital  Equipment  Corporation. 


DIGITAL  GOLD  SUPPORT 


Digital  Gold  Support  is  an  added-value  enhancement  to  DIGITAL'S 
standard  Software  Product  Services  and  Hardware  Product  Services.   It  increases 
responsiveness  and  expedites  problem  resolution  by  routing  critical  service 
requests  to  appropriate  product  level  resources. 

DIGITAL  will  provide  a  high  level  technical  named  Technical  Account  Manager 
(TAM) ,   who  as  part  of  the  Digital  Account  Team,   acts  as  the  single  point  of 
focus  for  critical  hardware  and  software  problems  within  Digital's  Customer 
Support  Center.     In  addition,   all  Digital  Gold  Support  requests  are 
given  the  highest  priority  and  critical  calls  are  routed  directly  to  the 
Digital  Gold  Support  Team. 

Non-critical  service  requests  are  routed  to  the  Customer  Support  Center 
Standard  Support  Teams  and  given  the  highest  queue  priority. 

Digital  Gold  Support  uplifts  the  responsiveness  and  level  of 

service  for  all  DIGITAL  supported  hardware  and  software  products  in  the 

defined  "business  critical"  environment  to  24  hours  per  day,   7  days  per  week. 

AGREEMENT 

This  Service  Description,    together  with   (a)    the  Digital  Equipment  Corporation 
U.S.   Standard  Terms  and  Conditions  or  U.S.   Services  Terms  and  Conditions  and 
(b)   the  duly  executed  Service  Agreement  constitute  the  entire  agreement 
("Agreement")   between  the  parties  with  respect  to  its  subject  matter. 

TERM 

This  Agreement  is  effective  for  an  Initial  Term  of  one   (1)   year  from  the 
Commencement  Date  specified  in  the  attached  Service  Agreement.     Thereafter,  it 
may  be  canceled  by  either  party  upon  thirty   (30)   days  written  notice. 

PRICES 

Prices  for  Services  may  be  adjusted  by  DIGITAL  after  the  Initial  Term  upon 
ninety   (90)   days  written  notice. 

GEOGRAPHIC  AVAILABILITY 

This  service  is  available  in  the  United  States.  Additional  travel  charges  may 
be  applicable  in  Alaska  and  Hawaii. 

ELIGIBILITY 

Digital  Gold  Support  Service  is  an  optional  service  available  on  OpenVMS 
and  Digital-UNIX  operating  systems  on  either  the  VAX  or  ALPHA/AXP  hardware 
platforms.     The  Purchaser  has  one  of  the  following  agreements 
("Prerequisite  Agreement"): 

o  DECsystem  Support    (24X7)   and  Layered  Product  Support;  or 

o  DECservice    (24X7)    for  Hardware  uplifted  to  2  or  4  hour  response.  Software 


Support  Service,   and  Layered  Product  Support;  or 


o  Equivalent  level  of  warranty. 

Except  as  expressly  modified  herein,   the  Terms  and  Conditions  of  the 
applicable  Prerequisite  Agreement  will  remain  in  full  force  and  effect.  The 
Digital  Gold  Support  must  be  coterminous  with  the  Prerequisite 
Agreement . 


DIGITAL  RESPONSIBILITIES 


o  Named  Technical  Account  Manager 

A  named  Technical  Account  Manager  at  DIGITAL'S  Customer  Support  Center  will  be 
assigned  as  the  Purchaser's  point  of  contact  for  critical  hardware  and  software 
problem  management.     Non-critical  software  problems  will  be  handled  through  the 
standard  Customer  Support  Center  Product  Support  Teams. 

The  named  Technical  Account  Manager  will  become  familiar  with  the  customers 
environment,   periodically  monitor  on-going  critical  hardware  and  software 
service  request  activity,   and  will  oversee  delivery  of  the  following: 


-  Technical  Support 

Customer  Support  Center  technical  support  specialists  are  responsible  for 
providing  an  elevated  level  of  response  on  all  calls  logged  by  Digital  Gold 
customers.     For  critical  calls  logged  to  Digital  Gold  support  team,  if 
additional  technical  expertise  is  required,   senior-level  technical 
resources  will  be  accessible  as  backup  support. 


-  Access 


A  toll  free  number  and  special  access  code  route  customer  service  requests 
to  technical  support  specialists  who  immediately  begin  problem  resolution 
activities . 


-  Call  Management  System 

Calls  are  routed  through  a  priority  call  handling  system.     Customers  are 
registered  and  profiled  in  order  to  integrate  their  call  handling 
requirements  into  the  system  to  ensure  timely  response.   Customer  calls  are 
routed  to  the  proper  technical  support  teams  through  this  system. 


-  Auto  Escalation 


Calls  are  automatically  tracked  and  escalated  by  the  system.     The  system 
automatically  monitors  call  activity  and  initiates  the  required  escalation 
procedures.   For  critical  calls,    if  additional  technical  resources  are 
required  to  resolve  the  issue,    the  named  Technical  Account  Manager  will 
manage  the  integration  of  these  resources  into  the  process  at  the 
appropriate  time. 


-  Queue  Priority   (Enhanced  Responsiveness) 


Calls  are  initially  screened  and  separated  into  "critical"  and 
"non-critical"   categories.   Critical  calls  are  defined  as: 

a)  Requests  for  support  which  are  clearly  critical:  I.E. 
(System  down,   System  hangs,   Application  down  situations) 

b)  Calls  the  customer  has  identified  as  critical. 

c)  Customer  requests  to  speak  directly  to  a  Named  Technical  Account  Manager 
on  the  Digital  Gold  Support  Team. 

Critical  calls  are  logged  directly  to  the  Digital  Gold  Support  Team. 
Non-critical  calls  are  routed  directly  to  Customer  Support  Center  Product 
Support  Teams  and  given  the  highest  queue  priority. 

Critical  Problem  Management 

The  named  Technical  Account  Manager  or  Digital  Gold  team  will  be 
responsible  for  managing  critical  service  requests  for  software  and 
hardware  problems  logged  into  the  Digital  Gold  Support  Team.     The  named 
Technical  Account  Manager  will  invoke  the  appropriate  service  resources  and 
processes  for  problem  closure. 

Electronic  Support 

Provide  Authorized  Purchaser  Employee  Contacts  access  to  communicate 
electronically  with  the  named  Technical  Account  Manager  via  DSNlink. 
DSNlink  is  available  on  systems  running  the  VMS  and  Digital-UNIX 
operating  systems.   DSNlink  is  not  to  be  used  for  any  critical  call-logging. 
All  DSNlink  submittals  will  be  handled  on  a  best  effort  basis  and  will  not 
be  measured  against  any  documented  response  goals. 

Proactive  Support 

Proactive  support  includes: 

o  Technical  Newsletter 

A  newsletter,  published  quarterly,  which  includes  articles  describing  how  to 
use,  manage  and  update  systems,   networks  and  layered  products. 

o  Upgrade  Impact  Planning 

"Upgrade  impact  planning  provides  recommendations /advice  for  integrating  new 
Digital-supported  hardware  or  operating  system  software  products  and/or 
upgrades  into  the  business  critical  environment.     Recommendations  may  include 
specification  of  hardware  prerequisites,    identification  of  operating  system 
dependencies  for  a  new  hardware  platform;   identification  of  cluster  hardware 
revision  requirements;   recommendations  for  adding  new  nodes  to  a  cluster  with 
minimal  impact  to  the  user  community,   etc.     Update  deliverables  to  limit 
Upgrade  Impact  Planning  to  10  hours  of  work  per  upgrade  by  Digital  Gold 
personnel . " 


o  Proactive  Notification  of  Patches 


The  Digital  Gold  Support  Team  utilizes  a  proactive  patch  program  called 
"ProPatch."     This  program  utilizes  a  rules-based  database  located  in  the 
Colorado  Springs  customer  support  facility.     ProPatch  can  be  run  on  VMS  and 
Open-VMS  systems.     The  minimum  amount  of  time  between  ProPatch  runs  is  one 
month.     It  can  be  run  monthly,  bi-monthly  or  quarterly  for  our  customers. 
Patches  required  are  printed  on  a  ProPatch  document  and  are  separated  into 
"critical  need"  patches  and  "feature"  patches.     This  report  is  sent  to 
the  customer  after  the  running  of  ProPatch.     Customers  can  then 
down- line- load  desired  patches  to  their  site  using  DSNLink.     ProPatch  is  not 
yet  available  on  Digital-UNIX  operating  systems. 


Based  on  the  Named  Account  Specialist's  knowledge  of  the  customer's 
environment  and  as  new  software  patches  become  available,    the  Named  Account 
Specialist  may  recommend  one  or  more  patches  for  the  configuration.  When 
Digital  and  the  customer  determine  that  a  patch  is  required,    it  can  be 
distributed  via  DSNlink.     Alternative  means  of  patch  distribution  will  be 
identified  if  the  customer  is  unable  to  use  DSNlink.     Responsibility  for 
installation  of  patches  belongs  to  the  customer. 

o  System  Healthcheck: 

Digital's  System  Healthcheck  service  gives  the  customer  a  broad-based 
assessment  of  their  computer  environment.     It  is  a  cost-effective  way  to 
identify  specific  security,   system  performance,   and  operational  problems 
before  they  can  affect  the  customer's  critical  operations.     The  data 
collected  is  compared  against  benchmarked  system  management  practices  to 
show  the  Customer  how  their  system  compares . 

System  Healthcheck  findings  are  documented  in  a  report  that  prioritizes 
conditions  requiring  further  attention  and  recommends  an  appropriate 
course  of  action.     Specialists  within  Digital's  System  Healthcheck  team 
discuss  the  report's  findings  and  recommendations  with  the  Customer  in  a 
follow-up  phone  call.       *  More  information  on  System  Healthcheck  available 
via  CSD  444.0     -  Issue  date:  01-14-94 

Under  Digital  Gold  Support,    System  Healthcheck  will  be  run  twice  per  year 
on  the  Anchor  system.     Customers  can  purchase  additional  System  Healthchecks 
for  nodes  covered  under  this  agreement  through  their  Technical  Account 
Manager . 

System  Healthcheck  is  not  yet  available  on  Digital-UNIX  operating  systems. 


RESPONSE  GOALS 

DIGITAL'S  goal  is  to  provide  direct  access  to  the  Digital  Gold  Support 

Team  for  incoming  critical  customer  calls.     If  a  callback  is  required 

on  a  critical  call.   Digital  will  attempt  to  contact  the  customer  within  30 

minutes  of  the  time  the  call  is  logged  at  the  Customer  Support  Center.     If  the 

call  is  not  critical,   a  specialist  from  the  appropriate  Product  Support  Team 

will  attempt  to  contact  the  customer  within  1  hour  of  the  time  the  call  is 


logged. 


AVAILABILITY  COMMITMENTS 

Technical  support  specialists  within  the  Digital  Gold  Support  Team  are 
available  24  hours  per  day  seven  days  per  week.   In  the  event  that  the 
Purchaser's  named  Technical  Account  Manager  is  not  available,   an  equally 
qualified  Digital  Gold  Support  Service  representative  will  be  available  to 
respond  to  critical  service  requests. 

Digital  Gold  Support  provides  high  level  technical  support  and 

electronic  access  to  the  DIGITAL  Customer  Support  Centers  24  hours  per  day, 

7  days  per  week,   3  65  days  a  year. 

PURCHASER  RESPONSIBILITIES 

Purchaser  will: 

Provide  dial-in  facilities  to  support  remote  communications  with  Purchaser' 
system. 

Sign  a  DSNlink  software  license  in  order  to  facilitate  electronic 
communication  with  Digital. 

Keep  in  force  all  prerequisite  agreements  for  the  duration  of  the  Digital 
Gold  Support  Agreement. 


Mission  Critical  Support  Service 


Round-the-Clock  Hardware  and  Software  Support 


Putting 
Imagination 
to  Worl<... 

Multivendor 

Customer 

Services 


In  a  mission  critical  operation,  there's  no  tolerance  for  system  failure.  Even  brief 
interruptions  can  be  devastating.  That  means  you  and  your  staff  need  immediate, 
on-demand  access  to  all  the  expertise  and  resources  required  to  resolve  problems 
before  they  affect  your  business. 

That's  the  mission  critical  support  challenge.  And  Digital's  Mission  Critical 
Support  Service  is  expressly  designed  to  help  you  meet  it.  One  toll-free  call  puts 
highly  experienced  support  professionals  to  work  for  you  within  minutes  — 
anytime,  day  or  night  —  to  get  your  system  to  peak  performance  quickly  and 
cost-effectively. 

Mission  Critical  Support  Service  combines  the  advantages  of  a  designated 
Account  Management  Specialist  familiar  with  your  environment  and  business 
needs ...  an  expert  system-level  technical  support  team ...  the  extensive  resources 
of  Digital's  Customer  Support  Center . . .  and  proactive  services  to  identify  trouble 
spots  and  prevent  potential  problems. 


Benefits 


Ensure  I5-minute  response  to  service  requests  —  24  hours  a  day,  7  days  a  week 

Deal  with  a  single  point  of  contact  —  Your  Named  Account  Management 
Specialist  provides  enhanced  responsiveness  and  personalized  problem 
management 

Get  privileged  hotline  access  to  enlist  the  expert  services  of  the  Mission  Critical 
Support  Team 

Resolve  problems  quickly  and  efficiently  —  Automatic  escalation  procedures 
involve  additional  technical  resources  as  required 


mm 


A  Commitment  to  Priority  Response 
and  Exceptional  Effort 

Mission  Critical  Support  Team 
A  dedicated  team  of  technical  support 
specialists  from  Digital's  Customer 
Support  Center  provides  round-the- 
clock  priority  service  for  critical  sys- 
tem problems. 

15-Minute  Response 
Mission  Critical  Support  Service  gives 
you  privileged  access  to  the  Customer 
Support  Center  via  a  special  "800"  hot- 
line. At  any  hour  of  the  day  or  night, 
the  hotline  provides  prompt,  one-step 
screening  and  routing. 

If  you  have  a  time-critical  support 
need,  your  call  is  directly  routed  to  the 
Mission  Critical  Support  Team.  If  a 
callback  is  required,  it  will  be  made 
within  15  minutes  of  your  original  call. 

Automatic  Problem  Escalation 
Digital's  technical  support  specialists 
address  your  problem  until  a  solution 
has  been  determined,  tested,  and  veri- 
fied —  or  escalated  to  the  appropriate 
resources  for  corrective  action. 

An  advanced  call-management  sys- 
tem monitors  critical  support  activity 
against  time  expectations,  and  automat- 
ically initiates  an  escalation  alert  when 
elapsed  time  exceeds  standard  limits. 

Named  Account  Management 
Specialist 

To  ensure  consistent,  personalized 
service,  one  member  of  the  Mission 
Critical  Support  Team  is  designated 
as  your  Named  Account  Management 
Specialist. 


This  experienced  professional  becomes 
familiar  with  your  system  environment, 
service  history,  and  support  require- 
ments. As  your  single  point  of  contact 
for  critical  hardware  and  software 
problems,  the  specialist  ensures  that 
your  calls  receive  rapid  response;  mon- 
itors all  critical  support  activity;  and 
handles  any  performance  or  process 
issues. 

When  escalation  procedures  indicate 
that  additional  technical  resources 
are  required  to  resolve  a  problem,  the 
specialist  ensures  that  they  are  brought 
in  immediately  and  manages  their  inte- 
gration into  the  resolution  effort. 

Prevent  Problems  Before  They  Occur 
Your  Named  Account  Management 
Specialist  examines  service  activity 
trends,  environment-specific  issues, 
and  other  technical  concerns  in  order 
to  identify  patterns  in  service  requests 
and/or  technical  problems  that  may 
require  immediate  attention. 

Proactive  support  provided  through 
Mission  Critical  Support  Service  also 
includes: 

■  Technical  Newsletter  —  A  quarterly 
publication  that  identifies  known  tech- 
nical problems  and  offers  valuable 
"how-to"  information  on  the  use. 
management,  and  updating  of  sys- 
tems, networks,  and  layered  products. 

■  Upgrade  Impact  Planning  —  Provides 
recommendations  for  integrating  new 
Digital-supported  hardware  or  soft- 
ware products  and/or  upgrades  into 
your  mission  critical  environment. 

■  Proactive  Distribution  of  Software 
Patches  —  Your  Named  Account 
Management  Specialist  may  recom- 
mend installation  of  new  patches  as 
they  become  available  from  the 
Customer  Support  Center. 


Extends  Your  Standard  Digital  Service 
An  enhancement  to  Digital's  standard 
remedial  hardware  and  software  ser- 
vices. Mission  Critical  Support  Service 
is  available  to  customers  with  one  of 
the  following: 

■  DECsystem  Support  (24  x  7)  and 
Layered  Product  Support 

■  DECservice  (24  x  7)  for  Hardware, 
Software  Support  Service,  and  Layered 
Product  Support 

•  Equivalent  level  of  warranty 


Multivendor  Customer  Services 
from  Digital 

Mission  Critical  Support  Service  is 
one  of  a  comprehensive  suite  of  multi- 
vendor  services  you  can  draw  on  when 
you  choose  Digital  as  your  service 
provider. 

For  more  information,  contact  your 
local  Digital  Multivendor  Customer 
Services  Sales  Specialist. 

Digital  believes  the  information  in  this  publication 
is  accurate  as  of  its  publication  date;  such  informa- 
tion is  subject  to  change  without  notice.  Digital  is 
not  responsible  for  any  inadvertent  errors. 

Digital  conducts  its  business  in  a  manner  that 
conserves  the  environment. 

The  following  are  trademarks  of  Digital 
Equipment  Corporation:  DECservice. 
DECsystem,  Digital,  and  the  DIGITAL  logo. 


Digital  Equipment  Corporation 
40  Old  Bolton  Road 
Stow,  Massachusetts  01775 


August  22, 1996 


it 


Mr.  Wilson  Haddow  -      '  ,  *  ,  , 

Input  ^  .     .,  ,    :  : 

1881  Landings  Drive  ,  '  ■ 

Mt.  View,  California  94043  :  .  "  .  •  ! . 

Dear  Wilson: 

Here  is  the  information  on  "High  Availability"  that  you  requested.  If  you  have 
any  questions,  please  do  not  hesitate  to  call. 

I  enjoyed  otar  conversation  and  look  forward  to  meeting  you  in  the  futtire. 


Sincerely, 


/ 


Thomas  J.  lannotti 

Vice  President  Worldwide  Marketing  and  Sales 
Multivendor  Customer  Services 
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1881  Landings  Drive,  Mountain  View,  CA  94043  (415)  528-631 1 

Fax  (415)  961-3966 

FAX  TRANSMITTAL  FORM 


Date: 


Company: 
Fax  Number: 
From: 
Subject: 


September  6, 1996 


To:  (Name)  Terri  Mirka 
Tel/Location:  910-712-8177 


NCR 


910-712-8159 


Wilson  Haddow 
wh@input.com 
Sungard/Digital  Relationship 


Confidential:  Y/N 
Urgent:  Y/N 


Page:  1  of  1 


Terri, 


I  have  just  spoken  with  the  Controller  for  Sungard  Disaster  Recovery  Services  and  here  is  an 
update  on  the  Digital  situation: 

1 .  Sungard  bought  Digital's  North  American  disaster  recovery  business 

2.  Digital's  existing  disaster  recovery  customers  have  the  option  of  either  changing  to  have 
contracts  with  Sungard  or  continuing  with  the  Digital  contract  and  having  Sungard  deliver  the 
service  as  a  subcontractor  to  Digital 

3.  The  previous  relationship  between  Digital  and  IBM  ended  on  9/1/96.  In  this  relationship,  if  an 
IBM  customer  contracted  with  IBM  for  disaster  recovery  services  but  also  had  Digital  equipment 
then  Digital  would  provide  the  service  for  that  equipment  as  a  subcontract  to  IBM  and  vice- 
versa. 

I  believe  this  completes  the  High  Availability  exercise.  Thank  you  for  giving  me  the  opportunity 
to  work  with  you  and  with  NCR. 

Please  call  if  you  have  any  further  questions. 

Regards, 


Wilson 
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•  If  Info.  Services— □  Turnkeys  Software     □  Network  &  Processing    □  Systems  Integration    □  Professional  Svc. 


5.  If  User:  User  Type— □  Client    □  Former/Report  Client    □  Prospect 

•  Comm.  Contact  Level— □  Executive    □  IS  Mgml.    □  Other  '  ■  ' 

•  Fed.  Contact  Level— □  Executive    □  Acquisition    □  Prog.     □  Manager/Technical    □Other  ' 

•  If  Fed.  Executive— □  Info.  Resource  Mgr.    □  Asst.  Secretary    □  Commander  (Military)    □Agency  Head 

•  If  Fed.  Other— □  Laboratory    □  NIS    □  Users    □  GSA 
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1881  Landings  Drive,  Mountain  View,  CA  94043  (415)  528-6311 

Fax  (415)  961-3966 


Date: 
To:  (Name) 
Tel/Location: 
Company: 
Fax  Number: 
From: 
Subject: 

Terri, 

Here  is  the  additional  information  that  I  mentioned  during  our  telephone  call: 

1 .  Copy  of  Sungard  statement  regarding  acquisition  of  Digital  and  Unisys  Disaster  Recovery 
Assets 

2.  Source  of  web-based  information  on  SUN  and  HP  system  assurance 

a.  SUN  —  http://www.sun.com/sunservice/overview/ss.ds.highavailability_597.html 

b.  HP  —  information  should  be  searched  via  the  search  engine  on  HP  home  page.  Use 
the  "advanced"  option  and  search  criteria  "SLA  and  Cookbook" 

3.  Source  of  web-based  information  on  Performance  Assurance  software  used  on  Sun  platforms: 

http://www.sun.com/sunsoft/solstice/em-products/partners/bgs.html 

I  will  be  in  contact  with  any  information  I  receive  regarding  possible  business  partnering 
between  Digital  and  Sungard  for  business  recovery  services. 

Regards, 

Wilson 
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SUNG  ARD 


July  18,  1996 


SunGard  Data  Systems  Inc. 
Announces  Second  Quarter  1996 
Results 

Wayne,  Pennsylvania  @  SunGard  Data  Systems  Inc.  reported 
today  that  net  income  for  the  quarter  ended  June  30,  1996,  was 
$16,219,000,  an  increase  of  33%  over  1995  second  quarter  net 
income  of  $12,21 8,000.  Fully  diluted  earnings  per  share  for  the 
quarter  were  $0.38,  compared  to  1995  second  quarter  results  of 
$0.32,  an  increase  of  19%. 

For  the  first  six  months  of  1996,  net  income  was  $30,851,000, 
an  increase  of  32%  over  net  income  for  the  same  period  last  year 
of  $23,339,000.  Fully  diluted  earnings  per  share  were  $0.72,  up 
18%  compared  to  $0.61  for  the  first  six  months  of  1995. 

Revenues  for  the  second  quarter  were  $155,568,000,  an  increase 
of  24%  over  revenues  for  the  second  quarter  of  1 995  of 
$125,1 19,000.  For  the  six  months  ended  June  30,  1996, 
revenues  were  $305,366,000,  up  24%  compared  to  revenues  of 
$246,609,000  for  the  comparable  period  last  year. 

James  L.  Mann,  Chairman  and  Chief  Executive  Officer,  stated, 
"We  are  very  pleased  with  our  results  for  the  second  quarter, 
which  met  expectations.  We  are  also  pleased  that  our  acquisition 
program  continued  to  be  quite  active.  During  the  second  quarter, 
we  acquired  the  assets  of  the  North  American  recovery  services 
business  of  Digital  Equipment  Corporation  and  a  small  Unisys 
disaster  recovery  business.  Shortly  after  the  end  of  the  quarter, 
we  completed  the  acquisition  NCS  Financial  Systems,  Inc.  for 
$95  million  in  cash,  which  significantly  expands  our  product 
line  for  trust  accounting  and  corporate  trust  systems. 

"These  acquisitions,  among  other  factors,  make  us  confident  that 
our  1996  fully  diluted  earnings  per  share  will  exceed  $1 .56,  the 
high  end  of  our  previously  announced  outlook,  excluding  a 
one-time  charge  for  acquired  in-process  research  and 
development  that  will  be  recorded  during  the  third  quarter."  (See 
Safe  Harbor  note  below.) 

SunGard's  business  is  computer  service  and  application 
software.  The  Company  is  the  only  large  specialized  provider  of 
proprietary  investment  support  systems,  is  the  pioneer  and  a 
leading  provider  of  comprehensive  computer  disaster  recovery 
services,  and  also  provides  proprietary  healthcare  information 
systems.  Its  common  stock  is  reported  on  The  Nasdaq  Stock 


1  of2 


09/04/96  10:22:36 


SunGe.rd  Second  Quarter  1 996  http://www.sungard.com/pr2q96.html 


Market  and  the  London  Stock  Exchange  under  the  symbol 
SNDT. 

For  more  information,  contact  Michael  J.  Ruane  at  (610) 
341-8709. 


"Safe  Harbor"  Statement  under  Private  Securities  Litigation  Reform 
Act  of  1995 

Statements  about  the  Company's  1996  outlook  and  all  other  statements  in 
this  release  other  than  historical  facts  are  forward-looking  statements.  Since 
these  statements  involve  risks  and  uncertainties  and  are  subject  to  change  at 
any  time,  the  Company's  actual  results  could  differ  materially  from  expected 
results.  The  Company  derives  most  of  its  forward-looking  statements  from 
its  operating  budgets  and  forecasts,  which  are  based  upon  many  detailed 
assumptions.  While  the  Company  believes  that  its  assumptions  are 
reasonable,  it  cautions  that  there  are  inherent  difficulties  in  predicting  certain 
important  factors,  especially  the  timing  and  magnitude  of  software  sales,  the 
timing  and  scope  of  technological  advances,  the  performance  of  recently 
acquired  businesses,  the  prospects  for  future  acquisitions,  and  the  overall 
condition  of  the  financial  services  industry.  These  factors,  as  and  when 
applicable,  are  discussed  in  the  Company's  filings  with  the  Securities  and 
Exchange  Commission,  including  its  most  recent  Form  10-K.  a  copy  of 
which  may  be  obtained  from  the  Company  without  charge.  This  statement  is 
available  in  the  United  Kingdom  from  SunGard  Systems  Ltd.,  10  Devonshire 
Square,  London,  EC2M  4YP. 


■^^■■■■■^■■■■■■^■MMIIIIIIIilirilllllllllllllllll  
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Author:      ,"Mirka,   Terri  H"  <mirkat@uh23  09p02 .daytonoh.ncr . com>  at  Internet 

Date:  9/3/9&     1:13  PM 

Priority:  Normal 

TO:  Wilson  Haddow  at  Input 

Subject:  Questions  on  HATP  Research  Project 

  Message  Contents   

Wilson  - 


As  a  follow-up  to  my  voice-mail  this  afternoon,   here  are  my  open  questions. 


-  For  the  delivery  capabilities  information,   there  may  be  a  disconnect  in 
what  is  in  the  competitive  positioning  chart  versus  what  you  have  in  the 
written  report  portion.     For  instance,   you  state  that     Digital  has  appx. 
500-1000 

trained  HATP  people    (and  rank  them  weak/medium) ,   HP  has  appx.   50  0 
(ranked  medium/ strong) ,   Sun  1000    (ranked  weak/medium) ,    IBM  no  number 
(ranked  medium/strong) .     Is  there  a  difference  in  delivery  capabilities  in 

these  ^i),cj.'t'J     <->,'i^    lyit^ij   <^    ''"ii         "^"^j    'J?-'^    i-^.t^i  ^<u^>/e 

two  sections?  Any  estimated  number  for  IBM  to  be  able  to  state  'they  are 

medium/ strong? —     X/^n    Uou^     9ot!     ^c^.W'^vYj  -4, 

What  assumption  were  you  using  for  NCR  as  a  basis  for  the  above 
comparison?  -  A^i«.-^*<^     '■^i^t^iJr  /^<-C-  ^     •r>^fi£^    ,..tc^J--x>^  ^Fe  '^-^ 

-  For  the  guarantee,    I  would  like  to  get  more  detail  from  you  on  the  summary 
you  provided  in  your  report.   We  could  discuss  this  via  phone. 


-  I  couldn't  find  any  detail  on  the  System  Assurance -type  service  provided 
by  HP  or  Sun.     Was  this  just  a  "yes/no"  question  that  you  posed  to  these 
vendors  after  describing  what  you  meant  by  System  Assurance?  Do  you  have      mt  J^^^  ^ 
any  information  on  what  they  offer  in  this  area.  ''  ^  ' 


-  Any  changes  based  on  the  Business  Disaster  Recovery  information  I  sent 
earlier  today? 

-  What  else    (beyond)   Disaster  Recovery  makes  NCR  at  a  slight 
disadvantage  to  HP  in  the  "portfolio  of  HATP  services"  category  ? 

-  I  assume  Sungard  will  be  a  pa;:tner  for  Digital  in  Recovery  Services? 

-  For  Sun,   the  history  of  UNIX  has  required  that  Sun  demonstrate  HATP-like 
services  for  the  last  10  years.       NCR  has  also  been  a  strong  contender  in 
UNIX  since  the  early  80 's  so  I'm  not  real  clear  on  what  this  statement 
means.       -  St/'v/  o-lv    t^jtt    ^W-yt  <2«^">»e    A«ti      '' "^.Jtui,"! ■'t'-y  Jk^fJ 

-  Notes  #3  -  Positioning  of  HATP  services.  Did  you  mean  HP  instead  of  IBM 
for 

the  first  bullet?  Also,  does  HP  use  PS  for  Operational  Assessment  (as  part 
of  ^  Ve^ 

their  Business  Continuity  Support  services)   and  Availability  Management 
Assessment?       (Just  confirming  your  note) 


-  Notes  #6  -  HP's  focus  is  on  Business  Recovery?  They've  got  the 
HP  PS  for  Availability  Management  and  Business  Continuity  Support  (incl. 
Operational  Assessment),   so  I'm  not  clear  on  this  statement. 


FYI  only 

-  Notes  #8  -  NCR's  main  high  availability  product  is  LifeKeeper.  TOP  END 
is  also  in  the  family 


* 
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I  would  appreciate  your  response  as  soon  as  possible.     I  have  submitted 

the  rest  of  the  competitive  analysis  as  draft  and  noted  that  I  needed  to  get 

clarification  on  a  few  items. 


Thanks,   Terri  Mirka  (910-712-8177) 
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Author:     ,"Mirka,  Terri  H"  <mirkat®uh23  09p02 .daytonoh.ncr . com>  at  Internet 

Date:  11:50  AM 

Priority:  Normal 

TO:  Wilson  Haddow  at  Input 

Subject:  NCR  and  Business  Recovery  Services 

  Message  Contents   

Wilson  - 

A  couple  of  times  in  your  HATP  study  for  us,   you  make  mention  that  NCR 
does  not  offer  Business  Recovery  services.     This  is  one  of  the  services  in 
our  portfolio   (please  see  the     list  and  descriptions  I  provided)    ...   so  I  am 
forwarding  the  following  info  available  on  our  Web  site  to  you.       I  will 
also 

call  you  with  a  few  questions  this  afternoon  and  to  discuss  how  this 
information 

below  might  change  some  of  your  recommendations. 
Thanks ,   Terri  Mirka 
*  *  *  * 

Business  Recovery  Solutions 

What  if...?  Contemplating  the  unthinkable  can  be  unnerving,  but  disasters  do 
happen,   and  they 

come  in  many  forms.   In  fact,   anything  unexpected  that  seriously  disrupts 
your  company ' s 

ability  to  function  normally  -  even  an  enormous  influx  of  new  business  - 

could  put  you  in 

jeopardy.   Worse  yet . . . in  ruins. 

Will  you  be  prepared  if  disaster  strikes?  Will  you  have  the  contingency 
plans,   human  resources 

and  required  technology  in  place  to  function  immediately? 

The  NCR  Business  Recovery  Group  will  keep  you  "open  for  business"  with 
highly  efficient 

solutions  to  your  plan.   Our  comprehensive  Protect- IT+  solutions  will  assure 
your  survival 

during  any  emergency.   With  NCR,   you  achieve  organizational  stability  and 
peace  of  mind  -  no 
matter  what ! 

Crisis  Management  Center 

The  NCR  Crisis  Management  Center  is  a  fully  equipped,   hot-office  facility 
specifically  designed 

to  accommodate  your  organization  during  a  crisis.   The  Center's 
pre-engineered  LAN/Server 

environment  addresses  all  your  voice  and  data  networking  needs. 

Each  station  is  equipped  with  furniture,  the  requisite  voice  and  data  office 
equipment  {including 

PC  workstations),   plus  general  support  services.   This  facility  becomes  your 
alternate  location, 

available  for  your  staff's  immediate  use,   and  provides  uninterrupted 
continuity  of  critical  business 
functions . 

The  Center's  single- site  capabilities  include: 


Departmental  Recovery 
■  LAN/Server  Center 
Call  Center  Recovery- 
Departmental  Computer  Hot/Warm  Site 
Off-Site  Data  Storage 
Custom  Engineered  Client  Solutions 

Hot-Site  Backup  and  Recovery 

To  maintain  your  essential  data  processing  and  telecommunications  activities 
during  a  crisis, 

NCR  Protect-IT  solutions  include  Hot-Site  Backup  and  Recovery.   The  Hot-Site 
is  a 

completely  equipped  and  secure  center  with  NCR  server,   mainframe,  midrange 
and 

item-processing  equipment.  Your  communication  needs  are  in  place,  allowing 
the  equipment  to 

be  networked  to  your  local  LAN/branch  environment.   Everything  is  considered! 

If  disaster  strikes,  our  technicians  assist  you  in  switching  your  operations 
to  the  Hot-Site.  You 

have  full  access  to  the  center... 24  hours  a  day... every  day  of  the  year, 
providing  uninterrupted 

continuity  of  your  critical  business  functions. 

Safeguarding  your  relocated  operations  is  our  highest  priority!  In  place  are 
multi-level  security 

procedures,   power  backup  systems  and  advanced  fire  protection. 
Off-Site  Data  Storage 

Protect-IT  Off-Site  Data  Storage  absolutely  protects  your  vital  records  from 
loss  or  damage . 

Our  storage  facility  includes  vaulting  in  a  secure,  environmentally 
engineered  facility. 

Records  of  all  kinds  are  invulnerable  here,    including   (but  not  limited  to) 
tapes,   reels,  disks, 

microfiche  and  videotapes.   Our  archival  management  software  automatically 
inventories,  tracks 

and  schedules  delivery  of  your  stored  media,   and  generates  control  audits. 

Customers  have  24 -hour  access  to  our  storage  vaults,  which  are 
self-contained  protection  and 

preservation  systems  offering  multi-level  security. 
9-1-1  Disaster  Recovery  Planning  System 

Preparing  for  a  crisis  doesn't  get  any  easier  than  our  Protect-IT  9-1-1 
Disaster  Recovery 

Planning  System.   This  PC-based  software  system  simplifies  the  creation  of 
comprehensive 

contingency  plans  for  any  business. 

The  System  features  an  easy-to-use,   menu-driven  format  that  allows  you  to 
include  every  area 

of  your  operation  in  plans  that  cover  disruptions  of  all  kinds.   The  9-1-1 
System  provides  the 

capacity  to  construct  a  complete  recovery  plan  and  test  your  plan  to  verify 
its  validity. 

Without  question,   advanced  preparation  is  the  key  to  surviving  a  disaster 
and  functioning 


it 
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efficiently  during  the  recovery  period.   The  Business  Recovery  Group  of  NCR 
represents  the  highest  level  of  combined  expertise,   advanced  technology 
and  customer  service  you'll  find. 

Should  the  unthinkable  happen,   remember ...  it ' s   "business  as  usual"  if  you 
have  NCR  Protect -IT 

solutions  in  place.  Call  us  at  (800)  587-0911  today  and  discover  how  we  can 
provide  the 

peace  of  mind  you  need  to  face  any  disaster  with  confidence. 


Author:     , "Mirka,   Terri  H"  <mirkat@uh2309p02 .daytonoh.ncr.com>  at  Internet 

Date:  9/3/96     1:13  PM 

Priority:  Normal 

TO:  Wilson  Haddow  at  Input 

Subject:  Questions  on  HATP  Research  Project 

  Message  Contents   

Wilson  - 

As  a  follow-up  to  my  voice-mail  this  afternoon,   here  are  my  open  questions. 

-  For  the  delivery  capabilities  information,   there  may  be  a  disconnect  in 
what  is  in  the  competitive  positioning  chart  versus  what  you  have  in  the 
written  report  portion.     For  instance,   you  state  that     Digital  has  appx. 
500-1000 

trained  HATP  people   {and  rank  them  weak/medium) ,  HP  has  appx.  500 
(ranked  medium/ strong) ,   Sun  1000    (ranked  weak/medium) ,    IBM  no  number 
(ranked  medium/strong) .     Is  there  a  difference  in  delivery  capabilities  in 

these 

two  sections?  Any  estimated  number  for  IBM  to  be  able  to  state  they  are 
medium/ s  t  rong  ? 

What  assumption  were  you  using  for  NCR  as  a  basis  for  the  above 
comparison? 

-  For  the  guarantee,  I  would  like  to  get  more  detail  from  you  on  the  summary 
you  provided  in  your  report.  We  could  discuss  this  via  phone. 

-  I  couldn't  find  any  detail  on  the  System  Assurance- type  service  provided 
by  HP  or  Sun.     Was  this  just  a  "yes/no"  question  that  you  posed  to  these 
vendors  after  describing  what  you  meant  by  System  Assurance?  Do  you  have 
any  information  on  what  they  offer  in  this  area. 

-  Any  changes  based  on  the  Business  Disaster  Recovery  information  I  sent 
earlier  today? 

-  What  else    (beyond)   Disaster  Recovery  makes  NCR  at  a  slight 
disadvantage  to  HP  in  the  "portfolio  of  HATP  services"  category  ? 

-  I  assume  Sungard  will  be  a  partner  for  Digital  in  Recovery  Services? 

-  For  Sun,   the  history  of  UNIX  has  required  that  Sun  demonstrate  HATP-like 
services  for  the  last  10  years.       NCR  has  also  been  a  strong  contender  in 
UNIX  since  the  early  80 's  so  I'm  not  real  clear  on  what  this  statement 
means . 

-  Notes  #3  -  Positioning  of  HATP  services.     Did  you  mean  HP  instead  of  IBM 
for 

the  first  bullet?     Also,   does  HP  use  PS  for  Operational  Assessment    (as  part 
of 

their  Business  Continuity  Support  services)   and  Availability  Management 
Assessment?       (Just  confirming  your  note) 

-  Notes  #6  -  HP's  focus  is  on  Business  Recovery?  They've  got  the 

HP  PS  for  Availability  Management  and  Business  Continuity  Support  (incl. 
Operational  Assessment),   so  I'm  not  clear  on  this  statement. 

FYI  only 

-  Notes  #8  -     NCR's  main  high  availability  product  is  LifeKeeper.   TOP  END 
is  also  in  the  family 


I  would  appreciate  your  response  as  soon  as  possible.     I  have  submitted 

the  rest  of  the  competitive  analysis  as  draft  and  noted  that  I  needed  to  get 

clarification  on  a  few  items. 


Thanks,   Terri  Mirka  (910-712-8177) 


Author:     , "Mirka,  Terri  H"  <mirkat@uh2  3  09p02 .daytonoh.ncr.com>  at  Internet 

Date:  9/3/96     11:50  AM 

Priority:  Normal 

TO:  Wilson  Haddow  at  Input 

Subject:  NCR  and  Business  Recovery  Services 

  Message  Contents   

Wilson  - 

A  couple  of  times  in  your  HATP  study  for  us,   you  make  mention  that  NCR 
does  not  offer  Business  Recovery  services.     This  is  one  of  the  services  in 
our  portfolio   (please  see  the     list  and  descriptions  I  provided)    ...   so  I  am 
forwarding  the  following  info  available  on  our  Web  site  to  you.       I  will 
also 

call  you  with  a  few  questions  this  afternoon  and  to  discuss  how  this 
information 

below  might  change  some  of  your  recommendations. 

Thanks,   Terri  Mirka 
*  *  *  * 

Business  Recovery  Solutions 

What  if...?  Contemplating  the  unthinkable  can  be  unnerving,  but  disasters  do 
happen,   and  they 

come  in  many  forms.   In  fact,   anything  unexpected  that  seriously  disrupts 
your  company ' s 

ability  to  function  normally  -  even  an  enormous  influx  of  new  business  - 

could  put  you  in 

jeopardy.  Worse  yet . . . in  ruins. 

Will  you  be  prepared  if  disaster  strikes?  Will  you  have  the  contingency 
plans,   human  resources 

and  required  technology  in  place  to  function  immediately? 

The  NCR  Business  Recovery  Group  will  keep  you  "open  for  business"  with 
highly  efficient 

solutions  to  your  plan.   Our  comprehensive  Protect- IT+  solutions  will  assure 
your  survival 

during  any  emergency.   With  NCR,   you  achieve  organizational  stability  and 
peace  of  mind  -  no 
matter  what ! 

Crisis  Management  Center 

The  NCR  Crisis  Management  Center  is  a  fully  equipped,   hot-office  facility 
specifically  designed 

to  accommodate  your  organization  during  a  crisis.   The  Center's 
pre -engineered  LAN/Server 

environment  addresses  all  your  voice  and  data  networking  needs. 

Each  station  is  equipped  with  furniture,  the  requisite  voice  and  data  office 
equipment  {including 

PC  workstations),   plus  general  support  services.   This  facility  becomes  your 
alternate  location, 

available  for  your  staff's  immediate  use,   and  provides  uninterrupted 
continuity  of  critical  business 
functions . 

The  Center's  single-site  capabilities  include: 


Departmental  Recovery 
■  '   LAN/Server  Center 
Call  Center  Recovery 
Departmental  Computer  Hot/Warm  Site 
Off-Site  Data  Storage 
Custom  Engineered  Client  Solutions 

Hot -Site  Backup  and  Recovery 

To  maintain  your  essential  data  processing  and  telecommunications  activities 
during  a  crisis, 

NCR  Protect-IT  solutions  include  Hot-Site  Backup  and  Recovery.   The  Hot-Site 
is  a 

completely  equipped  and  secure  center  with  NCR  server,   mainframe,  midrange 
and 

item-processing  equipment.  Your  communication  needs  are  in  place,  allowing 
the  equipment  to 

be  networked  to  your  local  LAN/branch  environment.   Everything  is  considered! 

If  disaster  strikes,  our  technicians  assist  you  in  switching  your  operations 
to  the  Hot-Site.  You 

have  full  access  to  the  center. . .24  hours  a  day. . .every  day  of  the  year, 
providing  uninterrupted 

continuity  of  your  critical  business  functions. 

Safeguarding  your  relocated  operations  is  our  highest  priority!  In  place  are 
multi-level  security 

procedures,   power  backup  systems  and  advanced  fire  protection. 
Off-Site  Data  Storage 

Protect-IT  Off -Site  Data  Storage  absolutely  protects  your  vital  records  from 
loss  or  damage . 

Our  storage  facility  includes  vaulting  in  a  secure,  environmentally 
engineered  facility. 

Records  of  all  kinds  are  invulnerable  here,   including   (but  not  limited  to) 
tapes,   reels,  disks, 

microfiche  and  videotapes.   Our  archival  management  software  automatically 
inventories,  tracks 

and  schedules  delivery  of  your  stored  media,   and  generates  control  audits. 

Customers  have  24 -hour  access  to  our  storage  vaults,  which  are 
self-contained  protection  and 

preservation  systems  offering  multi- level  security. 
9-1-1  Disaster  Recovery  Planning  System 

Preparing  for  a  crisis  doesn't  get  any  easier  than  our  Protect-IT  9-1-1 
Disaster  Recovery 

Planning  System.   This  PC-based  software  system  simplifies  the  creation  of 
comprehens  ive 

contingency  plans  for  any  business. 

The  System  features  an  easy-to-use,   menu-driven  format  that  allows  you  to 
include  every  area 

of  your  operation  in  plans  that  cover  disruptions  of  all  kinds.   The  9-1-1 
System  provides  the 

capacity  to  construct  a  complete  recovery  plan  and  test  your  plan  to  verify 
its  validity. 

Without  question,   advanced  preparation  is  the  key  to  surviving  a  disaster 
and  functioning 


efficiently  during  the  recovery  period.   The  Business  Recovery  Group  of  NCR 
represents  the  highest  level  of  combined  expertise,   advanced  technology 
and  customer  service  you'll  find. 

Should  the  unthinkable  happen,   remember ...  it ' s  "business  as  usual"   if  you 
have  NCR  Protect- IT 

solutions  in  place.  Call  us  at  (800)  587-0911  today  and  discover  how  we  can 
provide  the 

peace  of  mind  you  need  to  face  any  disaster  with  confidence. 


08/13/96      14:34        ©201  801  0441 


August  13,  1996 


INPUT 


^-»-*  MT  VIEW  El  001/001 


Ms.  Terri  Mirka 
NCR  Corporation 

Via  fax  910-712-8159 

Dear  Terri:   

This  will  confirm  our  conversation  today  concerning  the  consulting  work  that  INPUT  will 
perform  for  NCR  on  High  Availability  Transaction  Processmg  Services. 

.    INPUT  will  fill  out  and/or  complete  the  two  sets  of  matrices  attached  ("Service  Offer 
Portfolio  Comparison"  and  "HATP  Competitive  Positiomng  Grid  ) 

.    This  information  will  be  delivered  to  you  by  August  23,  1996.  As  pieces  of  the  work 
are  completed  before  that  date,  we  will  forward  them  to  you. 

.    If  you  have  particular  questions  our  need  our  opinion  during  the  period  P^or  to 

Au^st  23  when  we  are  doing  the  analysis,  we  will  do  our  best  to  answer  them  before 
the  report  and  analysis  are  finished.  We  will  also  assist  you  m  answenng  questions 
that  may  arise  after  the  report  and  analysis  have  been  forwarded  to  you. 

.    INPUT'S  fee  for  this  analysis  is  $11,000.  One-half  ($5,500)  is  due  and  payable  upon 
^orization  and  the  remainder  when  the  report  is  delivered.  This  fee  includes  out-of- 
pocket  expenses. 

If  you  have  any  fiirther  questions,  please  call  Wilson  or  myself. 

You  may  authorize  this  work  by  signing  below  and  faxing  back  a  signed  copy. 


Sincerely, 


Thomas  O'Flaherty 
cc.  Wilson  Haddow 


Author:     minoff@VNET.IBM.COM  at  Internet 

Date:         8/23/96     9:13  AM 

Priority:  Normal 

TO:  Wilson  Haddow  at  Input 

Subject:  Backgrounder  on  IBM  and  NationsBank  High  Availability  Soluti 
  Message  Contents   

Attached  is  some  additional  information  on  IBM  and  NationsBank. 
We  have  developed  and  implemented  a  high  availability  solution 
for  them. 

Regards ,  Andrea 
Contact : 

Andrea  Minoff 
IBM 

914-759-4713 

minof f®watson. ibm. com 

Backgrounder 

IBM  Provides  Advanced  Business  Recovery  to  NationsBank 
subhead : 

Utilizes  Latest  Information  Technology 
To  Recover  Critical  Systems  And  Data 

IBM  and  NationsBank, 

the  fifth  largest  financial  institution  in  the  U.S.,  are  working 
together  to  provide  one  of  the  banking  industry's  most  comprehensive 
and  fastest  business  recovery  solutions  for  large  server  applications. 

Through  the  relationship,    IBM's  Business  Recovery  Services  (BRS) 
is  providing  recovery  services  for  critical  NationsBank 
large  server  systems  in  the  event  of  a  disruption.   If  a  NationsBank 
application  goes  down,   IBM  will  help  reestablish  the  application, 
while  protecting  customer  data,   at  IBM's  Gaithersburg,  Md. ,  recovery 
center  within  24  hours.  This  is  a  significantly  shorter  recovery 
period  for  the  bank  than  previously  possible. 

"Banking  is  an  information  business.  And  a  company  the  size  of 
NationsBank  handles  an  enormous  amount  of  information  every  day, " 
said  Hugh  L.  McColl  Jr.,   chairman  of  NationsBank.    "This  data  must  flow 
constantly,  without  interruption,  because  our  millions  of 
customers  demand  it.   That's  why  we  have  developed  comprehensive 
plans  with  IBM  for  our  mainframe  information  systems .  We  want 
to  make  sure  there  is  no  interruption  in  service.  We  must  always 
be  open  for  business." 

NationsBank  and  IBM  recently  performed  numerous  recovery  exercises 

to  test  the  system.   They  restored  several  hundred  databases, 

applications  and  connected  branches,   item  processing  centers, 

midrange  platforms,   credit  and  international  financial  bureaus,  ensuring 

continuous  operation.  These  exercises  demonstrated  an  unprecedented 

level  of  recovery  not  only  for  NationsBank  and  its  customers, 

but  for  the  financial  services  industry  as  well. 

.pa 

High-Availability  Solutions 


IBM  has  provided  NationsBank  with  a  unique  set  of  capabilities  and 
solutions  to  achieve  protection  and  recoverability,  NationsBank  and  IBM 
used  numerous  high  availability  technologies.  The  resulting  recovery 
system  employs : 
.nf 

*  electronic  vaulting  to  manage  daily  production  back-up  data; 

*  electronic  remote  journaling  to  capture  intra-day  transaction  data: 

*  standby  operation  systems  to  ensure  immediate  performance  of 
critical  operating  systems 

*  and  a  hot  node  network  to  ensure  all  of  network  infrastructure  is 
connected  to  the  recovery  center  when  needed.  IBM's 
Gaithersburg  recovery  center,   the  largest  in  the  industry,   is  now 
an  extension  of  NationsBank  data  processing  environment. 

.nf  off 

"IBM's  high  availability  solutions  involve  an  advanced  set  of 

recovery  techniques, "  says  Andre  Peek,   segment  manager  for 

high  availability  solutions  at  IBM's  Business  Recovery  Services. 

"They  are  designed  to  do  two  things:   rapidly  restore 

system  function  and  preserve  the  integrity  of  data  from  ongoing 

transactions.  This  ultimately  leads  to  a  shortened  recovery  window  of 

hours,  minutes  or  even  seconds." 

IBM  also  will  furnish  the  capacity  to  recover  the  NationsBank  large 
systems  applications  even  if  the  primary  recovery  center  is  unavailable. 
This  industry  exclusive,   called  "Limited  Subscription  Business 
Recovery  Services,"  assures  the  client  that  their  extremely  large 
scale  systems  environment  will  be  supported  --  either  at  the 
Gaithersburg  recovery  center  or  a  secondary  location. 

NationsBank  is  the  fifth  largest  financial  institution  in  the  United 
States,  with  $192  billion  in  assets  and  a  retail  banking  presence 
in  nine  states  and  the  District  of  Columbia. 

IBM  is  the  leading  full-service  provider  of  business  continuity, 
disaster  recovery  and  business  resumption  services.     It  provides 
consulting,   planning,   testing  and  recovery  facilities  for  large, 
midrange  and  distributed  multiplatf orm  computing  environments  as 
well  as  voice  recovery  in  more  than  60  countries  throughout  the 
world.   IBM  is  significantly  enhancing  its  capabilities 
and  facilities,    including  constructing  a  state-of-the-art  recovery 
center  in  Boulder,  Colo. 

For  more  information,  visit  the  Business  Recovery  Services  home  page 
at  http://www.brs.ibm.com  or  call  1(800)  599-9950. 
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FAX  f^age) 

To:  Thomas  OTIaherty,  INPUT  FAX:  201-801-0441 

From:        Terri  Mirka,  NCR 

Fax:  910-712-8159  Phone:  910-712-8177 

Date:         August  14, 1996 

After  reviewing  your  memo  of  August  13,  1996. 1  need  your  agreement  that  the  findings 
will  also  include  the  "clarifications"  discussed  below.  These  clarifications  are  based  on 
fexes  and  phone  discussions  held  with  Wilson  as  we  have  scoped  this  short-term  project 
over  the  past  week.  I  felt  it  was  appropriate  to  document  these  cieariy  in.  this  summary 
memo  since  I  did  not  issue  a  formal  RFP  for  this  project. 

In  your  memo,  you  indicate  that  INPUT  will  complete  the  two  sets  of  matrices  entitled 
"Service  Offer  Portfolio  Comparison"  and  "HATP  Competitive  Positioning  Grid." 

(1)  As  indicated  in  my  fax  of  8/7  to  Wilson  and  discussions,  we  also  need  to  receive  any 
"obtainable"  descriptions  for  the  competing  services  to  supplement  the  information  we  are 
gathering  from  the  Web  sites  of  HP.  DEC,  IBM,  and  Sun.  I  use  the  term  -'obtainable" 
knowing  that  INPUT  will  not  likely  be  able  to  obtain  descriptions  of  all  the  services. 

(2)  Also,  on  the  "Service  Offer  Portfolio  Comparison"  matrix,  in  addirion  to  including  the 
"name"  of  the  competing  offer,  we  need  an  assessment  of  how  we  compare  against  the 
competitive  offerings  based  on  INPUT's  perception.  (For  the  entire  services  portfolio  as 
included  on  the  HATP  Competitive  Positioning  Grid  and  for  each  service  offer  area.  The 
Legend  that  is  shown  on  the  HATP  Competitive  Positioning  Grid  is  also  intended  to  be 
used  on  the  Service  Offer  Portfolio  Comparison.  (Clear  advantage,  slight  advantage,  no 
advantage,  disadvantage) 

(3)  To  supplement  the  information  on  High  Availability  System  Guarantee  included  in  the 
HATP  Competitive  Positioning  Grid  -«  for  firms  offering  a  guarantee,  we  need  to 
understand  what  the  guarantee  includes. 

(4)  As  indicated  in  my  original  7/26  fax  to  you.  we  need  to  receive  a  written  assessment  of 
how  we  compare  against  each  of  the  competitors  (offerings  and  general  delivery 
capabilities).  This  comparison  will  need  to  include  strengths,  weaknesses,  and  a 
conclusion  of  "more  competitive,  same,  or  less  competitive"  for  our  services  suite. 

Please  verily  back  to  me  your  response  lo  the  above  items.  Also,  the  written  approval  and 
purchase  order  will  be  processed  by  Jan  Meadows. 


cc:      Jan  Meadows 
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IT  Intelligence  Services 


400  Frank  W.  Burr  Blvd. 
Teaneck,  NJ  07666 
Tel.  (201)801-0050 
Fax  (201)801-0441 


July  11,  1996 

Ms.  Terri  Mirka 
NCR 

via  fax  910-712-8159 
Dear  Tern: 


Page  1  of  7 


I'm  sorry,  but  I  discovered  yesterday  that  Wilson  Haddow  and  myself  had  a 
communication  problem  before  I  went  on  vacation  last  week:  I  thought  he  was  going  to 
send  you  additional  explanation  on  the  "risk/return"  slides  and  he  thought  I  was  going  to. 

Anyway,  attached  are  copies  of  the  slides,  with  further  explanation  (the  bold  titles  are  the 
slides  we  had  already  sent  to  you): 

•  Sl/Professional  Services  --  Risk  vs.  Return  (Profit  Before  Tax) 

I  thought  the  best  way  to  explain  the  two  axes  was  to  prepare  two  more  slides,  showing 
examples  of  the  continuum  of  activities  making  up  Technical/Project  Risk  and  Financial 
Risk,  These  are  attached. 

•  If  a  vendor  is,  for  example,  supplying  supplementary  staff  on  a  time  and 
materials  basis,  returns  are  on  the  order  of  5%, 

•  At  the  other  end  of  the  scale,  applying  new  solutions  in  an  at-risk  situation, 
raises  returns  appreciably 

•  The  two  Financial  Profile  sheets  show,  essentially,  how  the  rest  of  the  expense  items 
are  organized  in  order  to  produce  a  5%  or  25%  operating  income.  This  data  was 
developed  by  looking  at  public  company  data  as  well  as  non-public  data  which  has 
been  available  to  us.  The  analysis  was  performed  last  year,  we  reviewed  it  again  this 
year. 
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•    The  Services:  Investment  vs.  Returns  slide  breaks  out  INPUT'S  estimates  of  return 
(operating  profit  before  taxes)  for  a  variety  of  services. 

•  The  range  for  professional  services/SI  is  also  from  around  5%  to  25%.  (In  the 
real  world,  of  course,  returns  can  --  and  do  -  go  below  zero.  These  ranges  are 
for  reasonably  well-managed  operations.) 

•  Desktop  services  and  applications  management  are  services  that  are  both  fairly 
new  and  also  not  totally  defined.  (Both,  for  example,  are  sometimes 
considered  to  be  in  a  vendor's  professional  services  and/or  outsourcing 
offerings.) 

•  The  Investment  axis  arranges  these  services  in  an  ascending  order  of 
investment  size. 

•  Professional  services/consulting  have  very  little  in  the  way  of 
investment.  About  the  only  "investment"  is  training  ~  which  from  an 
accounting  standpoint  is  an  expense. 

•  At  the  other  end  of  the  spectrum  is  data  center  outsourcing,  where 
capital  investment  is  high,  either  for  constructing  new  data  centers  or 
the  cost  of  purchasing  customer  data  centers. 

•  Desktop  services  are  less  capital  intensive,  but  can  still  requu-e 
considerable  outlays  for  automated  help  desks,  problem  databases, 
software  tools,  networks,  etc. 

•  SI  and  application  management  are  less  capital  intensive  but  still  require 
software  investments  --  for  development  tools  as  well  as  for 
libraries/modules/applets,  etc.  Overheads  for  marketing,  estimating, 
proposal  preparation,  etc.  are  also  higher  than  pure  consulting;  again, 
these  are  usually  not  capitalized  fi"om  an  accounting  standpoint  but 
require  investment  in  the  real-world. 

I  hope  these  explanations  are  usefiil.  If  you  have  any  other  questions,  please  give  me  a 
call. 


Sincerely, 
Tom  OTlaherty 


cc.  Wilson  Haddow 


Sl/Professionai  Services 
Risk  vs.  Return  (Profit  Before  Tax) 


High 

1 

N/A 

25% 

Financial 
Risk 

Low 

5% 

15% 

Low  High 
Technical/Project  Risk 
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Technical/Project  Risk 


Project  responsibility  (new  technology 
one-of-a  kind  applications) 


Project  responsibility  (established 
tech  npl pgy J  re peti ti ye  a p  p I  i cations ) 


Task  responsibility 


Staff  supplementation 
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Financial  Risk 


"At  risk  (performance  guarantees 
financial  incentives) 


lime. 5*  materials 
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Sl/Professional  Services 

Financial  Profile 
High  Risk  Activities 


Expense  Categories 


Comment 


Project  Costs 

Project  Personnel  33% 

Software  Products  2% 

Other  5% 


40% 


Most  are  pass-throughs 


Overhead 
GSA 
Sales 


35% 


Training/R&D 
HR 

Unassigned  Time 
Write-offs 


13% 
2% 

3% 
2% 
10% 
5% 


Work  at  client  site 

"Eat  what  you  kill"  ("Partnership 
model",  but  can  also  be  used  by 
a  corporation) 

Experience  +  OJT 

Mainly  recruitment 

Some  infonmal  training 

Highly  variable 


Operating  Income 


25% 


100% 


At  high  end,  usually  includes 
financial  risk-sharing 


ROA 


20% 


Source:  Composite  experience,  1992-94 
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Sl/Professionai  Secvices 
Financial  Profile 
Low  Risk  Activities 


Expense  Categories 


Comment 


Project  Costs 

Project  Personnel  60% 

Software  Products  0% 

Other  5% 

Overhead 

G&A  8% 

Sales  9% 

Training/R&D  1% 

HR  2% 

Unassigned  Time  6% 

Write-offs  2% 


Operating  Income 


65% 


28% 


7% 


Pass-throughs 


Managers  sell  also 

Dedicated  sales  force 

Experience  +  OJT 

Mainly  recruitment 

Layoffs  and  contract  personnel 

Mainly  time  and  materials 

Variable,  dependent  on  general 
economy 


100% 


ROA  12% 
Source:  Composite  experience,  1992-94 
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Services:  Investment  vs.  Returns 
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□  INPUT  office  □  Client  Office  □  Other. 
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FAX  TRANSMITTAL  FORM 


Date: 

August  26, 1996 

To:  (Name) 

Terri  Mirka 

Tel/Location: 

910-712-8177 

Company: 

NCR 

Fax  Number: 

910-712-8159 

From: 

Wilson  Haddow 

wh(^input.com 

Subject: 

HATP  Services  Analysis 

Confidential:  Y/N 
Urgent:  Y/N 


Page:  1  of  IX 


Terri, 

Attached  is  my  analysis  of  the  services  offered  by  your  competitors.  I  trust  the  information  is 
what  you  were  seeking  and  that  it  is  helpful. 

I  have  included  a  positioning  chart  that  I  thought  would  aid  your  plans. 

I  will  send  a  package  of  information  to  you  today  that  includes  all  this  information  on  diskette 
plus  backup  material. 

Please  call  me  if  you  have  any  questions. 

Regards, 

Wilson 


 INPUT 

1881  Landings  Drive,  Mountain  View,  CA  94043  (415)  528-6311 

Fax  (415)  961-3966 


Date: 
To:  (Name) 
Tel/Location: 
Company: 
Fax  Number: 
From: 
Subject: 

Terri, 

Thanks  for  the  Exec  Overview  regarding  definition  of  availabiUty. 

On  the  subject  of  Guarantees  —  is  this  associated  with  just  the  Enterprise  System  Support  - 
Premium  (ESS-P)  service  or  is  there  a  guarantee  with  other  services?  I  expect  most  companies  to 
include  their  equivalent  to  ESS-P  to  be  within  the  maintenance  function  instead  of  delivered  by 
Outsourcing/Systems  Integration/Professional  Services,  do  you  agree?  Or  am  I  misunderstanding 
something?  When  I  speak  with  your  competitors,  I  intend  looking  for  a  guarantee  of  availability 
and  identifying  if  this  is  offered. 

As  an  aside,  I  think  that  your  proposed  list  of  services  is  fairly  comprehensive  yet  short  of 
Internet-related  services  - 1  wonder  what  AOL's  1  million  business  users  would  be  doing  with 
their  guarantees  this  week! ! ! ! !  We  should  consider  a  follow-on  project  that  looks  at  this  area. 

Regards, 
Wilson 
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 INPUT 

1881  Landings  Drive,  Mountain  View.  CA  94043  (415)  528-6311 

Fax  (415)  961-3966 


Date: 
To:  (Name) 
Tel/Location: 
Company: 
Fax  Number: 
From: 
Subject: 

Teni, 

I  have  just  spoken  with  the  Controller  for  Sungard  Disaster  Recovery  Services  and  here  is  an 
update  on  the  Digital  situation: 

1.  Sungard  bought  Digital's  North  American  disaster  recovery  business 

2.  Digital's  existing  disaster  recovery  customers  have  tlie  option  of  either  changing  to  have 
contracts  with  Sungard  or  continuing  with  the  Digital  contract  and  having  Sungard  deliver  the 
service  as  a  subcontractor  to  Digital 

3.  The  previous  relationship  between  Digital  and  IBM  ended  on  9/1/96.  In  this  relationship,  if  an 
IBM  customer  contracted  with  IBM  for  disaster  recovery  services  but  also  had  Digital  equipment 
then  Digital  would  provide  the  service  for  that  equipment  as  a  subcontract  to  IBM  and  vice- 
versa. 

I  believe  this  completes  the  High  Availability  exercise.  Thank  you  for  giving  me  the  opportunity 
to  work  with  you  and  with  NCR. 

Please  call  if  you  have  any  fiirther  questions. 

Regards, 

Wilson 
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To: 

Wilson  Haddow,  INPUT 

r  Aa: 

4 1 3-y  o  1  -  jyoo 

From: 

Terri  Mirka,  NCR 

Fax: 

910-712-8159 

Phone: 

910-712-8177 

Date: 

August  7,  1996 

Attached  are  the  competitive  matrices  that  I  am  currently  working  on. 
Objective  Part 

In  the  "Service  Offer  Portfolio  Comparison,  the  italicized  services  are  focus  areas  for  the  FNPUT  study, 
This  chart  will  also  list  the  names  of  competing  offers,  if  the  competitor  offers  anything  formally.  1  have 
some  of  this  information  and  will  be  putting  it  in  the  matrix  later  today,  but  1  wanted  to  go  ahead  and 
get  this  to  you  now  so  that  you  can  scope  this  project  I  will  send  you  an  updated  matrix  at  the  end  of 
the  day. 

1  am  also  compiling  descriptions  of  key  competing  offers  separately,  mostly  using  information  readily 
available  from  the  Web,  etc  Anything  (shareable)  you  can  locate  to  supplement  these  definiitions  is 
requested. 

Subjective  Part 

The  more  important  chart  is  the  competitive  positioning  grid  which  compares  the  key  purchase  criteria 
for  a  high  availabilty  solution  between  NCR  and  the  various  competitors.  I  have  started  the  chart  and 
will  continue  filling  in  elements.  This  is  the  perception  chart  which  we  need  to  get  your  objective, 
expert  opinion  on  how  INPUT  perceives  each  of  the  criteria  (how  INPUT  believes  customers  perceive 
the  critera.) 

Thanks,  Terri  Mirka 


NirR  ronfirtnuial 
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HATP  Services  Competitive  Analysis 


Service  Ofler  Portrolio  Comparison 


NCR 

Digital 

HP 

IBM 

Sun 

High  Availobilitv 

High  Availability 
Sv'stcms  Service 

Operalumal  Assessment 

Network  Technoloc^' 
Assessment 

J lii'h  Av/iifohililv 
Planning  ft  Design 

Hich  Availabilitv 
Systems  Service 

Middlewcire  Planning  & 
Design 

OS  Services 

Database  Services 

Network  Services 

Applidtion  Services 

High  Availtibility 
IfTipl6fn€f7totion 

High  Avaibbility 
Systems  Service 

Integration  Serv  ices 

Installation  Services 

l.ry.ytCf'*  i'U -ra3  Ur  Ur  (w 

Support- Hremium 

Business  Disaster 
Recovery"  Serv  ices 

Site  Audit 

Remote  Iniranci 
Management  Services 

Tuning  Services 

High  Availability  Audit 
&  Analysis 

Projoct  Management 

Customer  Education 

Note:  Sonic  of  our  competitors  do  not  have  formalized  methodologies  so  wc  must  compare  our  services  against  ad  hoc 
methodologies.  Our  competitor's  practices  and  service  offerings  varv'  from  countr>'  to  countn 
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High  Availabilitij  Transaction  Processing  (HATP) 
Competitive  Positioning  Grid  (Using  Key  Purchase  Criteria) 


Level  tff  NCR  advantage:  

Clear  Advantage     ^         Slight  Adv.     ^         None    O        Disadvantage  X 


Kej-  pDKhasc  Criteria 

NCR 

Dieilal 

HP 

IBM 

Sun 

Reference  Accounts 

VIe<(ium 

Medium 

Strung 

X 

Strong 

X 

Working  tin  Sun 
nayi 

High  Av8llabllii> 
S3itein  Guarantee 

Siong 

Weak  ?■.'•' 
W 

Weak  ??? 
# 

Weak  V  ' 
# 

Slrong,  beg.  7/'J«i 
O 

Portfolio  of  HATP 
Ser>ice«  (INPUT 
RanldnK) 

Experienced  HATP 
Professionals 

Strong 

Medium+ 
1 

Strong  (escepl 
fur  data) 
(> 

Strong 

o 

Deliver}'  Capabilities 
(Worldwide  numbers 
of  HATP-tj-pe 
CoDsultants) 

Mediuni-^ 

Overall  High 
Availabllit> 
Technology  Eipertlse 

Strong 

Medium  > 
(Strung  in  nelw 
&  distf .  comp. ) 
» 

Medium^ 
(limited  in  data) 

1 

Strong  (hut 
limited  in  cs) 

a 

Timely  Senice 
Delivery 

STrcmg 

Medium 
1 

Strong 

C) 

Medium 

Business  Liokaee  in 
Methodologies 

Mcvlium 

Medium  (Link 
not  foniuIi2<d) 

W 

Medium  (Link, 
nut  furmalizcd) 
9 

Medium  (I  ink 
not  tbnitalized) 
9 

Knowledge  Transfer 
to  the  cuiluBier 

Medium- 

Weaii. 
1 

Strang 

o 

Medium 
O 

Comprehensive, 
flexible  methodologies 

Strong 

Vtedium  • 
1 

SEFong 

Weak-Medium 

Competitive  Price 
(Perception} 
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Medium '.'?? 

o 

Modium  ??? 
CO 

Medium  ??? 
O 

Industry  Knowledge  - 
Comm.  (CG) 

Sstrong 

Strong 
O 

Strang 

o 

Medium 

Not  rxnkcd 

Industry'  Knowledge  - 
Financial  (GO) 

Strong 

Sljong 

o 

Medium 
1 

Medium 
1 

Nu(  ranked 

Industry  Knowledge  - 
Retail  (GG) 

Medium 
I 

Med»un 
I 

Strvwg 

Not  ranked 

Other  Criteria  we 
should  examine? 

(GG)  Industry  Knowledge:  Sourced  from  Gartner  Group's  "1996  Rating  of  Leading  Worldwide  External 
Service  Providers  -  Strength  of  Services  Delivery." 

How  to  Use  This  Chart:  This  chart  provides  a  subjective,  relative  comparison  of  the  Key  Purchase  Criteria 
between  NCR's  high  availability  sevices  and  the  competing  offers  for  each  of  the  four  competitors  NCR's 
current  ranking  is  provided  for  each  of  the  Key  Purchase  Criteria  —  Weak.  Medium,  Medium+.  or  Strong  A 
ranking  is  provided  for  each  of  the  criteria  for  each  of  competitors,  The  "Level  of  NCR  Advantage"  for  each  of 
the  criteria  is  then  specified  based  on  these  relative  rankings  The  lervels  of  NCR  advantage  are  Clear  (for  a  Clear 
NCR  Advantage),  Slight  (for  a  Slight  NCR  Advantage),  None  (for  no  NCR  advantage),  Dis,  (for  an  NCR 
disadvantage). 
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To: 

Wilson  Haddow,  INPUT 

FAX: 

415-961-3966 

From: 

Terri  Mirka,  NCR 

Fax: 

910-712-8159 

Phone: 

910-712-8177 

Date: 

August  6,  1996 

As  a  follow-up  to  our  phone  conversation,  attached  are  descriptions  of  NCR's  High 
Availability  services.  The  first  page  describes  the  five  categories  of  services.  The  next 
three  pages  provide  brief  descriptions  of  each  of  the  key  services  included  in  this  solution. 
If  you  need  additional  detail  on  the  descriptions,  let  me  know  (This  informatio)}  is  NCR 
Confidential.) 

Additional  information  will  follow  tomorrow  by  noon  Eastern  time  on  the  competitive 
matrices.  Although  we  would  like  to  have  as  much  of  the  matrices  completed  as  possible, 
the  key  areas  to  focus  upon  from  a  competitive  analysis  perspective  are: 

•  High  Availability  Assessment 

•  Operational  Assessment 

•  High  Availability  Planning  &  Design 

•  High  Availability  Implementation 

•  System  Assurance 

•  Enterprise  System  Support 

Once  you  receive  tomorrow's  fax,  you  should  be  able  to  appropriately  evaluate  the  timing 
and  costs  of  this  project. 


Thanks,  Terri  Mirka 


\ 
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High  Availability  Transaction  Processing 
 ^   ^  "^^r-  Services  «^ — 


jervice  i^aiegory 

Assessment  Services 

The  HATP  Assessment  services  provide  an  objective  determination  of  the  customer's 

business  and  IT  needs  n:lative  to  a\-ailability  and  are  crucial  to  the  succcssrul  high-level 

planning  of  Uie  high  availability  solution.  These  services  lielp  customers  clearly  understand 

(heir  unique  high  availabilit>'  requirements  by: 

.  Analyzing  the  cost  of  system  downtime  on  the  customer's  business 

.  Determining  availability  options 

.  Evaluating  the  iradc-offs  for  the  cost/benefits  of  various  levels  of  availability 

.  Identifying  Uie  optimal  availability  level  to  meet  the  aistomcr  s  business  objectives 

.  Assessing  the  organization's  hinaional  readiness  to  implement  the  desired  high 

availability  solution  to  meet  its  targeted  availability'  requirements 
.  Helping  the  customer  establish  realistic  high-level  expectations  and  direction  for  its  high 

availability  solution 

Planning  &  Design 
Services 

The  HATP  Planninc  &  Design  services  recogni/e  llic  importance  of  investing  in  the  up-front 
detailed  planning  and  design  processes  that  are  critiail  lo  ihc  success  of  the  high  availability 
solution.  Services  in  this  category  establish  clear  tactics  and  define  expectations  and  specific 
responsibilities  for  NCR  and  die  customer  to  achieve  tlie  required  levels  of  availability. 
These  services  are  intended  lo  ensure  the  success  of  the  high  availability  solution  by: 
.  Identifying  the  detailed  activities  required  lo  elTectively  develop  and  implcmcni  the  high 
availability  solution 

.  Incorporating  appropriate  components  of  the  customer's  existing  IT  investment  into  the 
new  solution 

.  Reducing  (he  lime  to  develop  and  install  the  system  through  problem  avoidance 
The  result  of  HATP  Planning  &  Design  services  are  detailed  specifications  of  all  aspeas  of 
the  high  availabilit5'  solution  to  enable  the  customer  to  meet  its  defined  availability 
reQUiTCtnenis.  itiese  specincaiioiis  are  iiien  iiscu  iw>  guiu^-      iiiii^ictii^kuaiiuii  w» 
availability  solution. 

Implementation  & 
Integration  Services 

Tlic  HATP  Implementation  &  Integration  scn/iccs  execute  the  design  specifications  for  the 
high  availability  solution.  Included  in  this  categorj  arc  prototype  evaluation  of  proposed 
designs,  integration  planning  and  evaluation,  and  installation  of  the  solution.  The  result  of 
this  phase  is  an  implemented  high  availability  solution  that  meets  the  customer's  needs  and 
expectations 

Lifecycle  &  System 
Support  Services 

The  HATP  Lifecjcle  &  Support  Services  provide  the  processes  to  achieve  and  maintain  the 
desired  availability  levels.  Services  in  this  categoiy  support  the  customer  on  a  d;iily  basis 
and  ensure  the  implemented  solution  continues  to  meet  the  required  availability  levels 
These  services  focus  on  proactive  sy  stem  maintenance  to  avoid  failures  and  quick  response  in 
the  event  of  a  failure,  Through  the  Lifecycle  ft  Support  Services.  NCR  can  help  ensure 
availability  in  an  environment  where  technology  continues  to  change,  and  where  the  number 
of  systems  users  and  locations  continue  to  grow . 

General  Services 

Project  Management  and  Customer  Education  are  key  services  in  the  HATP  program  and 
supplement  each  of  the  above  categories  of  services  to  ensure  ll\e  success  of  the  high 
availability  solution. 

NCR  Conftrlemial 
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High  Availability  Transaction  Processing  (HATP)  Services 
High-Level  Service  Descriptions  


HA  TP  Assessment  Services 

High  Availability 
Assessment  (10/va) 

Tlie  High  Availability  Assessment  service  provides  an  objective  assessment  of  the  customer's 
need  for  improvement  in  the  availability  of  critical  sv  stcms  and  applications  The  ser\  ice 
assesses  the  business  risk  of  excessive  downtime,  identifies  availabilit>  risks  and  downtime 

issues.  3.nQ  rcCOinincnuS  ulicrniiltvc  aVdiiduiinjr  >uiuiiuiio.    1  iu<             iivi^^s  wLuiwitiwj 

clearly  identify  ihcir  unique  high  availability  requirements  based  on  their  business  objectives 
and  to  then  evaluate  solution  alternatives  based  on  their  requirements  and  the  costs  and 
benefits  of  the  alternatives. 

Operational 
Assessment 

i'^a^r'^ttnnrti  A cc^ccTTki^nt  c/^rviri*  f*\'siliiatf»Q  thp  ni^tomcT'^  onerstional  and  organizational 
infrastructure  to  determine  the  organization" s  fiinctional  reiidincss  to  implement  a  high 
availability  solution.  Some  of  the  key  areas  addressed  by  this  senice  include  change 
management,  network  management,  securit)-.  backup/recovery  ,  performance  management, 
operations  control,  and  capacity  planning. 

Network  Technology 
Assessment 

Tho  W/*»*A.-A»v  Xrv*hnnlnin,'  Aco^ccmpnt  «f»rvir£*  nrfvrw^s  And  eX'Sluaies  Dotentiai  network 
technology  solutions  lliai  will  facilitate  achieving  the  higli  availability  solution  objectives.. 
Tliis  service  also  helps  llie  customer  verify  technical  and  integration  networking  issues 
associated  with  a  multivcndor.  high  availabilit)'  environment. 

Security  Assessment 

The  Security  Assessment  service  identifies  security  vulnerabilities  and  potential  threats  to  the 
customer's  assets  so  that  the  customer  can  take  appropriate  steps  to  define  security  policies 
and  safeguards  for  the  high  availability  system.  The  Network  Secuirty  service  will  service 
eliminates  network-based  security  concerns  from  both  internal  and  e.vtemal  resources  b>' 
analvzing  and  protecting  elcaronic  corporate  assets,  | 

HATP  Planning  &  Design  Services 

High  Availability 
Planning  &  Design 

NCR's  High  Availability  Planning  &  Design  assists  customers  in  converting  their  high 
availability  requirements  into  a  detailed  design  specification  (hai  supports  llieir  business  and 
technology  goals.  This  senice  focuses  on  tlie  hardware,  softw-jrc.  and  faciliiies  required  for 
liigh  av'ailability  solutions,  including  the  design  and  operational  impacts  inherent  m  these 
solutions. 

Middleware  Planning 
&  Design 

NCR's  Middleware  Planning  &  Design  service  effectively  plans  and  designs  complex 
middleware-based  solutions.  The  service  foaises  on  the  availability,  infrastructure 
technology,  and  application  considerations  for  TOP  END  client/server  solutions  and  die 
design  and  operational  impacts  inherent  in  these  sohitions. 

Operating  System 
Services 

NCR's  OS  Evaluation  service  helps  customers  choose  the  operating  svstcm  thai  best  meets 
their  requirements.  The  Windows  NT  Enterprise  Design  service  assesses  the  customer's 
overall  business  and  technical  requirements  and  deliver  a  distributed  sj  stem  design  to 
efTectively  implement  a  Windows  NT  Scner-based  high  a\'ailability  solution. 

Database  Services 

NCR  offers  a  wide  range  of  Database  Services  to  ensure  the  customer's  database  effectively 
supports  the  customer's  high  availability  requirements.  Services  include  logical  data 
modeling,  logical  data  model  review,  and  distributed  d;ita  modeling. 

Network  Services 

NCR's  Network  Services  cox-cr  all  aspeas  of  network  planning  and  design,  including 
network  transition  planning,  network  architectural  design,  physical  and  logical  design, 
operational  design,  network  design  review,  and  network  audit  and  analj-sis, 

Application  Services 

NCR's  Application  Services  in  the  planning  and  design  category  include  application 
architecture  consulting,  object-oriented  consulting,  and  the  design  elements  of  application 
development  services. 
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II ATP  Implementation  &  Integration  Services 

rlign  AV&iiaDiiiiy 
Implementation 

NCR's  High  Availabilit>'  Implemcnlaiion  service  effectively  implements  the  higli  availabilitj 
solution  based  on  NCR's  LifeKeeperTM  by  developing  a  testing  plan  for  failover  and  recovery 
testing  and  executing  the  test  to  certify  llie  solution.  The  service  can  also  provide  custom 
recovcr>'  scripts  and  disaster  recovery  consulting. 

Database  Services 

NCR's  Databiisc  Services  in  this  catcgor>  include  physical  database  design,  physiail  design 
review,  data  transformation,  and  data  management. 

Annlirafinn  ^^rvir^^ 

NCR's  Application  Services  in  this  category  include  Application  Migration  services.and  the 
implementation  phases  of  the  Application  Development  service 

iniCgiaiiUii  Tivva 

The  Solutions  Integration  service  combines  hardware  and  soflware  products  from  NCR  and 
third-party  vendors  into  a  valid£Hed  (integrated,  tested,  and  verified)  solution  that  meets  the 
customer's  high  availability  requirements.  The  Netv^ork  Integration  serv  ice  focues  on 
integrating,  testing,  and  installing  the  network  into  the  customer's  airrent  environment. 

Installation  Services 

NCR's  Installation  Services  help  customers  stage,  install,  configure  and  validate  their 
liardware.  software,  network  and  communications  solutions. 

System  Assurance 

(9/96) 

The  System  Assurance  service  includes  a  System  Assunmce  lest  after  the  installation  of  the 
liigh  availability  sy  stem  that  validates  tlml  tlic  guarantee  sland;trds  are  in  place,  functioning, 
and  performing.  This  validation  is  required  before  tlie  guarantee  can  be  issued  by  NCR. 
The  Systems  Assurance  process  also  includes  on-going  availability  metric  maiiagemem 
designed  to  proaclively  avoid  system  unavailability 

HA  TP  Lifecycle  &  System  Support  Services 

Enterprise  System 
Support-Premium 

Enterprise  System  Support-Premium  offers  on-going  hardware  and  software  support 
coverage  for  mission  critical  business  systems  that  require  ilic  highest  level  of  availability . 
Ehie  to  the  critical  namre  of  these  sy  stems,  the  support  service  provided  must  be  higlily 
individualized  to  the  customer's  operation  so  ESS  Premium  allows  customers  a  variety  of 
support  options  for  their  high  availability  system. 

Business  Disaster 
Recovery  Services 

Business  Disaster  Recovery  Services  plans  and  provisions  for  the  recovery  and  continuation 
of  mission  critical  business  applications  and  functions  following  a  prolonged  and  unplanned 
disruption  that  prevents  the  customer  from  working  at  their  home  site. 

Site  Audit 

A  Site  Audit  is  a  proactive  approach  to  idcmifying  and  diagnosing  power  and  facility 
problems  to  ensure  a  secure  environments  for  the  high  availability  system 

Remote  Intranet 

Management 

Services 

NCR's  Remote  Intranet  Management  Services  (RIMS)  enable  customers  to  better  allocate 
strategic  support  resources  and  contain  costs  associated  with  managing  client/server 
environments  through  a  proactive  style  of  remote  managenicni  to  help  companies  improv  e 
network  performance  in  their  client/server  environment. 

Tuning  Services 

NCR's  Tuning  Services  include  network  opliini^aiion  &  tuning  and  d<ilabasc  performance 
luning  to  provide  the  customer  with  an  optimized  system. 

High  Availability 
Audit  <&  Analysis 

The  High  Availability  Audit  &  Analysis  service  helps  customers  evaluate  the  currcni  state  of 
their  high  availability  environment.  This  service  is  designed  for  customers  who  are 
experiencing  problems  v^ith  their  high  availability  environment  or  who  are  about  to  undergo 
significant  cliange  that  will  impact  Ihcir  high  availability  environmeni. 

Project  Management 

NCR's  powerful,  proven  Project  Manageinem  methodology  and  certified  Project 
Managcincnl  Professionals  provide  customers  with  a  comprehensive  approach  to  successfully 
plan,  schedule,  and  control  complex  high  availability  projects. 

Customer  Education 

Customer  Education  provides  aistomcrs  witli  a  dynamic  learning  environment  iliat  enables 
the  rapid  acquisition  of  knowledge  enhancing  skills  and  behavior, 
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To: 

Wilson  Haddow,  INPUT 

FAX: 

415-961-3966 

From: 

Terri  Mirka,  NCR 

Fax: 

910-712-8159 

Phone: 

910-712-8177 

Date: 

August  9,  1996 

Here's  the  latest  Availability  descriptions  for  the  company—  from  a  combined  Product 
and  Services  perspective.  As  discussed  this  information  is  not  yet  ready  for  release 
outside  of  NCR  so  please  be  discrete  with  your  use  of  it, 

1  will  be  continuning  with  my  secondary  competitive  research  in  parallel  with  your  effons 
next  week  and  will  send  you  an  update  when  I  have  something  worthwhile. 

Tenri 
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Executive  Summary  H 

System  availability  i&  an  A  JTRIBUTh:  of  any  system.  A  transaction 
processing  system  for  reservations,  a  data  warehouse  system  for  information 
brokerage,  or  a  conmiunications  system  for  long  distance  telephone  service 
each  have  varying  levels  of  availability  as  an  attribute. 
Availability  of  a  computing  system  describes  the  accessibiUty  of  the  services 
supported  by  the  computer  system.  The  impact  of  poor  system  availability  is 
measured  in  terms  of  interruption  of  service  to  the  customer,  e  g. 

•  an  ATM  not  providing  $$  when  requested 

•  travel  agents  not  being  able  to  get  you  a  flight 

•  the  lack  of  dial  tone 

•  a  non-functional  check-out  station  when  checkout  lanes  are  full 

The  examples  above  each  have  negative  ramifications  on  the  given  business. 
As  more  businesses  are  attempting  to  improve  their  relationships  with  their 
customers,  providing  services  of  higher  and  higher  quality  is  very  important. 
Availability  of  the  system  impacts  the  perceived  quality  of  the  system. 

Different  levels  of  system  availability  are  mainly  based  upon  the 
characteristic  of  time,  that  is  time  that  the  subject  computing  system  must  be 
accessible.  Applications  typically  fall  into  one  of  two  classes  of  availability 
introduced  in  this  white  paper. 

•  continuous  availability  -  where  there  is  a  requirement  for  7  by  24  by  52 
availability,  in  other  words  around  the  clock  all  year  long,  where  there  are 
no  outages 

•  time  sensitive  availability  -  where  there  is  a  requirement  for  high 
availability  during  periods  of  peak  processing,  and  other  periods  where  the 
system  need  not  be  available,  or  is  idle 

There  are  specific  technical  and  support  requirements  for  solutions  that 
provide  the  two  classes  of  availability.  Providing  robust  solutions  that  meet 
the  requirements  for  availability  of  computing  systems  requires  coverage  of 
multiple  dimensions.  We  describe  four  dimensions  of  solutions  tliat  provide 
availability  of  a  computing  system. 
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•  manageability  -  capabilities  to  administer,  supervise  and  execute  the 
necessary  controls  to  tolerate  change 

•  recoverability  -  the  capability  to  repair  after  failures  occur  within  the 
system  or  components  of  the  system 

•  reliability  -  where  software,  hardware  or  networking  components  of  the 
system  themselves  are  designed  and  tested  to  the  end  of  removal  of  both 
design  and  usage  based  faults 

•  serviceability  -  capabilities  provided  to  maintain,  or  prevent  the  need  for 
maintenance,  of  the  system  or  system  components 

This  white  paper  expands  on  these  notions  in  the  following  sections. 

•  Classes  of  Availability  -  Application  Examples 

•  Dimensions  of  Solution  -  Requirements 

•  NCR's  Systems  Availability  Strategy  and  Impact 
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Different  levels  of  system  availability  are  mainly  based  upon  the 
characteristic  of  time,  that  is  time  that  the  subject  computing  system  must  be 
accessible.  AppHcations  typically  fall  into  one  of  two  classes,  in  this  white 
paper  we  introduce  those  two  distmct  classes  of  availability: 

•  continuous  availability  -  where  tliere  is  a  requirement  for  7  by  24  by  52 
availability,  in  other  words  around  the  clock  all  year  long,  where  there  are 
no  outages 

•  time  sensitive  availability  -  where  there  is  a  requirement  for  high 
availability  during  periods  of  peak  processmg,  and  other  periods  where  the 
system  need  not  be  available,  or  is  idle 

These  two  classes  of  availability  are  best  described  by  application  examples 
based  upon  real  worid  situations.  The  following  application  examples  are 
provided  without  referencing  tlie  real  worid  company  to  protect  the 
companies  interest,  but  rest  assured  these  are  real  worid  examples. 


Automated  Factory  -  Continuous  Availability 

An  example  that  shows  the  importance  of  continuous  availability  is  that  of  the 
automated  factory.  Though  this  example  is  one  from  the  manufacturing 
industry  there  are  analogous  examples  across  our  major  industries. 

First  of  all  consider  the  real  worid  environment.  This  particular  manufacturing 
plant  is  a  100  acre  plant  under  1  roof  The  manufactiu^er  in  essence  is  dealing 
with  a  complete  and  complex  manufacturing  process,  that  is,  from  raw 
matenals  to  fmished  parts. 

Next  let's  consider  a  critical  business  aspect.  This  manufacturing  plant  must 
run  24  hours  per  day  365  days  a  year  to  meet  its  the  demands.  If  it  doesn't 
met  these  demands  then  business  impact  is  huge.  Hence  the  design  of  this 
manufacturmg  plant  was  to  run  continuously  -  that's  a  given.  Also  the  design 
of  this  manufacturing  plant  included  high  levels  of  automation  to  ensure  that  it 
ran  continuously. 

This  design  center  of  continuous  flow  is  so  critical  that  if  the 
processingyZow  stops  then  HUGE  expenses  are  incurred. 


06/14/96 


Copyright  ©  1996  NCR  Corporation 


Page:  3 


f 


Aug-09-3e    04:05P    AT&T    ^IS    -    TERRI    MIRKA  91C    "'12-8153  P  .  05 

Availability  DRAFT  C 

These  huge  expenses  are  in  part  due  to  actual  physical  damage  caused  by 
back  flow/overflow  of  materials.  In  other  words  if  the  processing  flow  stops, 
raw  materials  are  still  processed  at  the  start  of  the  flow  which  ultimately 
causes  overflow  and  back  flow  resulting  in  physical  damage.  This  physical 
damage  can  be  so  severe  as  to  cause  the  entire  plant  to  undergo  corrective 
mamtenance,  or  minimally  cause  longer  periods  of  downtime  resulting  in  loss 
of  business. 

Next  let's  consider  the  role  of  the  Computing  System.  The  computing  system 
is  responsible  for  running  the  necessary  applications  that  automate  the 
processing  flow.  If  the  applications  become  unavailable  then  the  processing 
flow  stops 

Obviously  one  can  see  then  that  the  computing  system  must  be  available  or 
huge  expenses  are  incurred.  This  basically  describes  the  motivation  for 
continuously  available  computing  systems.  In  subsequent  sections  the 
dimensions  and  particulars  of  providing  continuously  available  systems  are 
presented. 


Funds  Transfer  -  Time  Sensitive  Availability 

A  financial  industry  example  demonstrates  the  criticality  of  the  time  sensitive 
availability  class  of  applications.  As  in  the  case  above  this  example  is  not 
restricted  to  the  financial  industry,  there  are  similar  examples  across  our 
major  industries. 

In  this  example  the  real  world  environment  is  comprised  of  a  financial 
institution  that  transfers  funds,  on  the  order  of  20  times  it's  net  worth,  in  the 
morning  at  the  beginning  of  the  trading  day.  The  funds  are  used  to  invest 
during  the  day.  This  financial  institution  then  transfers  the  funds  to  their 
intended  recipients  at  the  end  of  the  business  day. 

The  business  perspective  of  this  scenario  is  that  the  longer  these  huge  fimds 
can  be  invested,  the  more  money  can  be  made  in  tlie  investments.  Also  the 
more  money  transferred  the  better  the  potential  for  profit.  The  design  of  this 
business  is  that  guarantees  are  made  to  the  institutions  that  their  money,  and 
presumably  some  profits,  will  be  transferred  to  their  intended  recipients  by 
the  close  of  the  business  day. 

If  the  transfers  not  complete  by  the  end  of  the  business  day,  then  the 

financial  institution  must  pay  penalties. 
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Of  course,  given  the  vast  amount  of  money  we  are  talking  about,  interest 
penalties  would  be  substantial  if  transfer  were  not  completed.  Also,  the 
integrity  of  the  financial  institution  would  clearly  be  in  jeopardy  if  multiple 
occurrences  of  such  transfers  failed. 

In  this  case  the  role  of  the  Computmg  System  is  to  run  the  applications  that 
transfer  the  funds  within  the  time  sensitive  windows,  namely  at  the  beginning 
and  end  of  the  business  day.  The  computing  system  must  be  available  to  run 
these  funds  transfer  applications  or  either  of  the  following  occurs, 

1 .  there  are  no  funds  to  invest  for  a  given  period  of  time,  ergo  loss  of 
money,  or 

2.  there  are  penalties  that  must  be  paid  due  to  these  applications  being 
unavailable. 

Tn  either  case  if  transfers  of  funds  are  not  complete  then  tliis  business  is  in 
dire  straights. 

Obviously  again  one  can  see  then  that  the  computing  system  must  be 
available  during  these  time  sensitive  windows  or  huge  expenses  are  incurred. 
This  basically  describes  the  motivation  for  time  sensitive  availabihty  of  a 
computing  systems.  In  subsequent  sections  the  dimensions  and  particulars  of 
providing  continuous  and  time  sensitive  availability  are  presented. 
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To: 

Wilson  Haddow,  INPUT 

FAX: 

415-961-3966 

From: 

Terri  Mirka,  NCR 

Fax: 

910-712-8159 

Phone: 

910-712-8177 

Date: 

August  6,  1996 

As  a  follow-up  to  our  phone  conversation,  attached  are  descriptions  of  NCR's  High 
Availability  services.  The  first  page  describes  the  five  categories  of  services.  The  next 
three  pages  provide  brief  descriptions  of  each  of  the  key  services  included  in  this  solution. 
If  you  need  additional  detail  on  the  descriptions,  let  me  know  (This  information  is  NCR 
Confidential.) 

Additional  information  will  follow  tomorrow  by  noon  Eastern  time  on  the  competitive 
matrices.  Although  we  would  like  to  have  as  much  of  the  matrices  completed  as  possible, 
the  key  areas  to  focus  upon  from  a  competitive  analysis  perspective  are: 

•  High  Availability  Assessment 

•  Operational  Assessment 

•  High  Availability  Planning  &  Design 

•  High  Availability  Implementation 

•  System  Assurance 

•  Enterprise  System  Support. 

Once  you  receive  tomorrow's  fax,  you  should  be  able  to  appropriately  evaluate  the  timing 
and  costs  of  this  project. 

Thanks,  Terri  Mirka 
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TheHATP  AsKssineal  senice&pfOVWean  objecuve  detenrnnaUon  of  the  cusiomer  s 
business  and  fT  msds  relative  to  availaWlny  and  are  crucial  to  the  soaessful  high-fc\'el 
iriabJung  ofthe  Wgh  av'ailabilUy  solution.  These  services  liclp  customers  dearly 
uiKjcrstand  tliar  wujuc 

*  Analyzing  the  cosi  of  system  dovt-nume  on  the  eu«OToer^ 

♦  Determining  ftN-ailAility  «>tion& 

•  Evaluating  Uie  trade-offs  for  the  cost/benefits  of  various  levels  oravailability 

i  Identifying  the  opiiraal  availability  Iffl-el  to  moci  the  eustoraer's  bujancss  objective 
w  Assessing  the  organizalion's  fiUKtional  readiness  to  im^         the  desired  high 

^^^^  w 

•  Helping  the  customer  estaWish  realistic  high-level  expectations  and  direction  for  its 
high  availability  sohiu'on 

TlfcBATPi^anning&Ifcsigfl  sendees  recogftize  die  . 
flj>^itmt  d«uikd  plantUBg  a^Ki  design  procesra 
bi^availabjIrtyfioMion.  Sefvic^te  to  cat^oty<aatA'^  clear  terti^ 
ejmecwjow^  ^)eej&  «spoQsibUiii«  f^^ 

readied  ie^^cfst'aadMlity.  Tfee^s^-ioeSsitttolsiHied  to  ensure  Uas^sess  of  tfe 

*  ja«t^t9gji»  detailed  aaMiesieqi^edto«ff^^ 

|j»iicw-«cihrtiOfi 

m       c^HATP  PiMsrtng  iLO€Sl|n  fiqrvias  aredmiled 
^pe<^  «f  the  hi|h  »allrf>illfy  »t*»UOB  to  eoaHe  ftt  CU^ 
avalsrt?Rf^'tBqaiiaaests.  The^gjectfic^ioasacefhajiiscdtoguiitetiie 

The  HATP  Iitq)lememation  &  IfUejgration  services  execute  the  design  speciHcations  for  . 
the  hi^  av«lt*iiity  soli^  Induded  in  this  caiegwy  arc  prototype  evaluation  of 
pn^»sed  designs,  tntegraiion  piaohing  and  evaluation,  awJ  installation  of  the  solution. 
The  resdt  rtf  tius  phase  is  an  implciiiented  high  availability  solution  thai  ineeis  the 
customer's  needs  aiKlcxpcctatioas., 

tbed8^«d«vaa&ylfiv^s,  Sendees  In  ^y8<»«i^«y«^^rt8w  customer  on  a  dm^ 
ia^artdex«ustheitjqHeioeDtedsobftj<fflCOHt^^  ; 
kye!^,  "HiesD-sMVices  focw  tm  j*d^fwrigwaB  B^tfleoatce  w  awrid  Silares  aad 
«^  respjsm  tft  the  ewat  <rf4         Tlmiugjt  ifee  Ufec^ 

JSat  caa  liidp  eos^  avait^ility  iOfl 

Project  Management  and  Customer  EihKalicm  are  Itey  services  m  the  HATP  program 
and  snpptem«it  each  of  the  above  caiegories  of  sennces  to  ensure  the  success  of  the 
high  avBrtlability  solution. 
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HA  TP  -  ffigh-f-evel  Service  Descripliuns 

High  Availability  Transaction  Processing  Services 
High-Level  Service  Descriptions 

The  High  Availability  Assesanent  service  provides  an  objective  asscssinent  of  <hc 
cuctnfnyr'^       Tor  iitqgiK'cmcnt  bt  the  avaiii^Uttv  of  critical  tystcms  and 
applicalioiis:  The  «rvKC  assesses  the  blisiiiess  risk  of  excessive  dov^       idcalifies  : 
avaikbili^y  nsks  and  dowTitiinc  Ififfljes,  and  'CCOmmcnds  alieniati>'e  availability 
solttlions.  The  service  helps  cusiMners  clearh'  identify  thdr  unique  lugh  avaitabilit>-  : 
requiienicnis  based  on  tbeir  businefifi  objectives  and  to  ttsn  evaluate  avTiilabihty 
sohition  altenialives  based  on  their  identified  requ^ 
each  (rf  the  alternatives 

lis?  G^eraikarai  Assessngnl  SCrviU»«v^aacw  ilK  cns^^ 
oqianisattoi^-iflfiflsiftic^^ 

itn^cf^  i       gvail:^tit;-  saAitian.  Thego^of  t^sei^iceisloldcaii^  aad 

Sestf    &e  k«¥  apca^wfeirossed  by  ^  sendee  iBdttde  orsaw^atK>m}  infca^numrc, 
<JIi^CTati«Hd-"rB^^»trncmru,  duoge  aiaaagciseot.  t^tworic  nsan^gHaent,  seomty, 
bacfetqifeem^iy.  pgrfbrmanw 

The  Nelwsrk  Techflology  Assessment  service  proposes  and  evaluates  potential  oew^ric  :  ■ 
technotogy  iwlvUions  that  wiU  fiidUtate  achieving  ti^ 

objecUves.  This  evaluation  includes  twiv^rk  hardware,  network  enabling  software, 
protocols.  caiTkrswwcs,  transition  inlegratiOD 

sen-ice  als»  helps  the  customer  verify  technical  and  urtegrauon  nelwoAing  issues 
associated  wth  a  nrnlih-endor.  hi^  availability  ciaTToninent. 

tf»  jl^fetwwk  SecBJjl^  acfvtejrwitt  eiiniHi^  itthwWJHbased  swia^  watocras  firrairboit 
intotaT  and  est^rj^J  jscscorces  by  aa^-zi^  ai)^  pp)t5ic&Bg  electronic  cor|idrate  ass8t«. 

}j^ajeasmiasQetwoikacc««;^aseconfy,aMsys^  . 

The  Security  Assessiaenl  Service  develops  a  clear  vie>¥  of  the  cusionier's  current  IT  : 
BTChitcctim;  and  valued  asset*  Sccunty\-ulncrabilities  and  potential  threats  to  the     ; : 
Gustomer' s  assets  are  identified  so  that  the  customer  can  take  appropnale  steps  to  deflne 
sccnriiy  polides  and  safeguards i^^ 


High  AvafislHlity 
Planniae  A  Desij^i 


Services 


NCR's  High  AvailabilitJ'  Planning  &  Design  assists  customers  m  converting  their  htgh 
availai»%  requircirticnis  into  a  detailed  d<!$ign  specificatiatt  that  suRwrts  their 
business  aM  technology  goals  This  servia 

facilities  rcQtrired  for  high  availabiHiy  solutions,  mcludiivg  the  design  and  operational 
unpactsiahwentm  these  scrfulions, 

KCR*S  Mi4dkware  Planniftg  &  Deaga  sernce-*ffe?irpdrpians  aad  deegW  coaqjfex 
m^ff9iV9^^saa&im^,  T&eaefV5»f0C«se!^on^a»ad^lay.  aiftaasuuaufe 
w^haSflgj-,  «Ki  WJp|!«atipB  conadferfflSCBS^  TOP  END  cliai&'KJver-spitaKias  and  the 
dsstgs  ajKt  <9a:^iofiai  io^sctB  nihezart  tti  iht^  S<^i^^ 

NCR's  Gpftrftting  Systems  Evahjation  Service  helps  customers  choose  the  operating 
system  that  best  loeets  their  business  and  informatioQ  |»ocessing  requirements.  The 
Windows  NT  Enterprise  Design  service  assesses  the  cnstomer's  ovcmU  business  and 
technical  requtremeius  atid  deliver  a  distributed  sysiem  design  to  efTfeaiv-eh'  implement 
a  Window  W  Server-based  high  availability-  $ol^^ 
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IIATP  -  High-level  Sen'ice  Descriptions 

Network  Services         NCR's  Neh«ji*  Services  cQ>«r  all  aspeas  of 

netwwk  iransition  planning,  nctwtiri  arclutectural  <Jcsigii,  physical  and  logical  design, 
operaucmal  cfesign.  neiwric  (fesign  fcv  lew,  and  networit  audit  and  analysis. 

iodaarytod^pjitfeSiiMogi^ti^  Applicitfkai  Services  Id 

•     *       Resents  rf^lcaUflfidevifio^i*  sttvice$.,^. 

H»h  Ai^itebil^'^^^^^       NCR's  High  Av^ilLdiiy^^  to 
In^kiiieotation  effectively  implemcm  thcMgh  av-ail^lity  solimon^^te  The 

scTvis*  Will  dev^(^  a  tcstijig f>lan  i^T fatk^  8^  icsiing  and  exBcute  the  test;; 

to  certify  the  high  availalMlity  sc^on.  Dependeal  «pcm  castoraer  requiremenis.  the 
service -will  also  provide  custom  recoveiY  SOipW  and  disaster  recovoy  consulUng. 

DBtriiase  Services        NCR' s  Database  Services  m  this  category  indude  plQfsical  daabase  design,  phy^cat 
■'■■^esipiTeiAevf.  data  H'ansfonnation,  and  dftia  nuinflgemem 

Application  Services     NCR's  Applicaitoit  Semces  in  this  calegoty  mciude  the  implcmcnlation  phases  of  the 
:  -  ApplicatioB  Development  senicc  tod  Applicaiioa^h^ 

sSt^m^ltriiestt^Sfa  The'a^taicteltriegiation5«»wc€<»H^ 

^v^\aUfy  rayrifameigs,  liietcsuliifiaSohitiwth^Mifit^tawd.  t«ted,«Hi 
K>  laeet  the  cnadO«i'$  specific  iB<^u«rH^ 

ISetvoili  bitesratkm     The  Network  Integration  semo:  provtdes  the  {damung  framnv'ofk  and  identifies  the 

twources  required  W  iniegratc.  test,  and  install  the  cnstMner's  high  availabiliiy  network 
into  ibeirctiiTenl  emironmau 
%ii8t8BsI^  Serrice*      NCR's  R^lipon  Services  hs^  otswraenp  stage,  issl^i^  wmfigute  ^  vatKtWe  tfaar 

Svstein  Assurance         The  System  Assurance  service  is  an  on-going  process  Uiat  starts  with  a  ngorws  System 

Assurance  test  after  the  installation  of  the  high  availability  sysiem.  The  System 
AS5iumice  test  vsljdaies  ih«  the  ;guaram<x 
litt  operational  arid  nianageincnt  procaaes  (NCR's  and  the 

fonctioniiis,  and  pcrfijnning.  ITui  vaWatian  ts  required  Wore  the  guarantee  can  be 
iBsoed  by  NCR  The  Sy«cms  Assurance  process  continues  with  on-going  availability  :  } 
metric  management  designed  to  proactively  avoid  system  unavailability.  The  causeCS), 
effect^s)  and  duration  of  all  loss  of  availability  are  documented  and  invnediately 
i^xntedto  (he  lesponsiblB  pitttJC5  for  resolution 
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HATP  •  lltgh-Level  Sen'ice  Descriptions 


Enterprise  System 
Support 


Business  DbA&ter 
SiteAodit 

Tuning  Services 


Entoprise  System  Suppon  (ESS)  oECfers  on-going  hardware  and  software  suppon  lo  our 
custouere  ESS  consisu  of  ihr«  distinct  levels  of  service,  namely  Standard.  Enhanced  ; 
and  Premium.  ESS-Premiuffl  provides  coverage  for  imsswn  critical  bufiiness  systems 
lhat  JWiuiic  tiie  bJghcst  level  of  aft-aiiabihty  Due  to  tbe  critical  nature  of  these  sisiems, 
the  SHHwn  service  provided  must  be  hi^*  indiv  idualized  to  the  customer's  qxraUon 
The  Premium  tier,  tbeirfofc,  allows  custonwrs  a  vanety  of  support  options  from  which 
a  siq^poit  sohition  niay  be  tailored-  ,^ 
BisJaess  Piaster  iUsovxryServii^  I 

ht^ism  afpftoaiiow  and  fiMKtioMfbllBWHig  S  proibB|ca  mi  umdanned  diatiptioo 
tfat  ^«v^^  the  coStwwrfiwitTTOrtang  «t  thar  hi)^,  site. 
A  Site  Audit  is  a  proaclive^ppraach  to  idemilying  and  diagnosmg  power  and  ^hfl^ 
problems  to  ensmc  a  secure  emnroftlittnts  far  *e  high  availability  system. 

KCR'-S  ItOTOtc  i&^tafl^  Vfeaagemaat  Services  ^RIMS)  $i»We  custocaere  » IMsr 
l£MC8tt  Orate;^  «15J^  KSOonKS  aotf  conlaitt  eoflte  355^^ 
<diCTtttev<a:'«rvtrownefl*s.thf  oj^  3  pioadive  style  of  xcxtKte  .mai^gewentio  hdp 
«jt^54aifiS  with  their  di^T^werfeirvitonttt^  MMS  j«ovi<icS«aSaiHerainthiJBePOve<i 
iBjfcHffl*  p^dvmsBcsrfofs^,  complbneQts  tf  Steir  dieatfiefW  Betwork. 
NCR's  tuning  Services  includcneiwwk  optinjizauon  & tuning,  database  performance 
tBlring,  and  ojjertting  sy-stem  tuning  to  providb  the  cuaomcr  with  an  optimized  system 
whidi  ineets  or  exceeds  its  defined  high  avad^ 

the  High  jSv3ii#iUt5?  Andfl  Ar  Axs^  service  Jt^'customaES  mJa^c  the  caneiit 

<£iher-hiii  availabtliiy wviiw>Hi«iL  TJ^s  semce  i«  typcaliy  offered  ta 
cnstQH«OTT»4w  arc  etthfif  B^qjeriendagpfpfelems  wiafcd  to  fteir  high  availabiii^ 
^twroaJBia  or  wTh>  are  ahoat'to  aO««S& 


Pr«i«4  MmAeement  NCR  s  Project  Managanent  senlce  provides  customers  with  a  comprehensive  approach 
Project  ManAgeiMni     ^^^^^^,^^^^1^1  combines  a  powerful  prmren  methodology  wth 

Ptpjed  M^einent  Professionals  to  plaiv  schedule,  and  control  complex  high 
availabijit>'  projedi.  This  combination  helps  to  ensure  the  customer's  high  av*l8bjlity 
sdution  is  successfully  implemented  in  accordance  to  the  customer's  time.  cost,  and 
doct^iticnted  tecbnica]  rejpnrefDents. 

fboual  asfidiodology,  EAKatsos  Oumsem^  a  coH«waty%  basiness  and  hi^ 
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